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Building it Better: Improvement Through Metrics 



This document is a summary of the actions completed over the first year post completion of  

strategic plans for each service area within the municipal corporation. The City Council and 

Senior Management Team use these results and plans to understand the needs of the various 

service areas and propose changes to service delivery and actions to improve efficiency and 

effectiveness of the delivery of those services.  

The City of Dover began the strategic planning process in fall of 2016. The Cityõs mission, 

vision, and values provided the foundation for the service area plans. The service areas devel-

oped strategic objectives based upon common core values and guidance offered by the Cityõs 

Framework of Excellence. The goal areas are the same, offering consistency and cohesion for 

readers to better understand the issues faced, and how each area intends to address those 

challenges.  

The Strategic Plan is intended as a tool that clearly articulates departmental and service area 

priorities for the community and policy makers to review. This plan works in conjunction 

with the Cityõs larger strategic planning process, which also includes our Master Plan and Cap-

ital Improvements Program.  

This document does not replace the Strategic Plans, rather it documents progress made. Each 

service area tracked and evaluated its own outcome measures and has provided data regarding 

accomplishments. These objectives guide the work in all City service areas for the next five 

years, and form the basis for the FY18ñFY22 municipal budget requests. 
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The City of Dover is the county seat for Strafford County, which lies in southeast-
ern New Hampshire, bordering the state of Maine. Dover is bisected by the Spauld-
ing Turnpike (NH Route 16) which connects northern New Hampshire and the 
Seacoast region. Additionally, NH and US Routes 4 travel through Dover, as do 
Routes 155, 108 and 9.  

Bisecting the City is the Cochecho River. Along the eastern border with Maine, 
runs the Piscataqua River, and along the western side of the City is the Bellamy Riv-
er. The Cochecho River empties into the Piscataqua River, which flows to the At-
lantic. The Bellamy empties into Great Bay, which empties into the Piscataqua Riv-
er. 
 
Dover is nestled between the mountains and the ocean. The community is close to 

the University of New Hampshire and the Pease International Tradeport. The city 

is a short drive to the Port of New Hampshire, the state's only deep water port, sce-

ne to industrial barges escorted by tugs, importing and exporting goods to and from 

the Granite State. Dover is a quick commute to the metropolitan area of Boston, 

and less than an hourõs drive to Boston's Logan International Airport and Manches-

ter Boston Regional Airport. In addition the Amtrak Downeaster stops in Dover.  

Dover at A Glance 

The reader is  
encouraged to re-
view the original 
Strategic Plan to 
understand the  
issues addressed: 
http://bit.ly/2EXsZBQ  

The City of Dover is the county seat for Strafford County, which lies in southeast-
ern New Hampshire, bordering the state of Maine. Dover is bisected by the Spauld-
ing Turnpike (NH Route 16) which connects northern New Hampshire and the 
Seacoast region. Additionally, NH and US Routes 4 travel through Dover, as do 
Routes 155, 108 and 9.  

Bisecting the City is the Cochecho River. Along the eastern border with Maine, 
runs the Piscataqua River, and along the western side of the City is the Bellamy Riv-
er. The Cochecho River empties into the Piscataqua River, which flows to the At-
lantic. The Bellamy empties into Great Bay, which empties into the Piscataqua Riv-
er. 
 
Dover is nestled between the mountains and the ocean. The community is close to 

the University of New Hampshire and the Pease International Tradeport. The city 

is a short drive to the Port of New Hampshire, the state's only deep water port, sce-

ne to industrial barges escorted by tugs, importing and exporting goods to and from 

the Granite State. Dover is a quick commute to the metropolitan area of Boston, 

and less than an hourõs drive to Boston's Logan International Airport and Manches-

ter Boston Regional Airport. In addition the Amtrak Downeaster stops in Dover.  
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The Strategic Plan reviews identified issues and challenges for the Department organized around four major goals: 

Public Information, Outreach, and Engagement - Increased public awareness and understanding 

of issues and ensure public participation is vital to the continued success of all public organiza-

tions. 

Workforce Development and Management - Attracting, developing, and retaining a high-quality, 

diverse, professional staff with the ability to create innovative, implementable plans and the exper-

tise to facilitate service delivery. 

Organizational Excellence and Customer Service ð By maintaining effective internal systems and 

processes we enhance overall organizational performance and responsiveness to customer needs 

and expectations. 

Infrastructure and Technological Assets ð Through the application of efficient and modern use of 

technology and infrastructure staff is able to accomplish high quality services delivery. 

Each of these four Goals has a set of specific objectives, actions and performance measures to assess progress., 

which will be outlined in the Action Plans for each Department.   

Dover utilizes the a strategic management framework for performance excellence. The framework consists of a 
system of six interrelated processes yielding results that meet the immediate and long term needs of our varied 
customers. The systematic processes and result categories, adapted directly from the Baldrige National Quality 
Program Criteria for Performance Excellence, are as follows: 

¶ Leadership 

¶ Strategic Planning 

¶ Customer Focus 

¶ Measurement, Analysis and Knowledge Management 

¶ Workforce Focus 

¶ Operations Focus 

¶ Results 

 

 



Building it Better: Improvement Through Metrics 

Page 4 

City Information  

Technology 

Media Services Human Resources 

òTo be a city with an emerging ur-
ban vibrancy guided by a small 
town sense of community.ó 

òThe Office of Information Tech-
nology (IT) is a trusted partner in 
creating solutions and by consist-
ently providing accurate and re-
sponsive data to support decision 
making.  IT Office leadership de-
ploys forward-thinking and accessi-
ble technology for use by both mu-
nicipal staff and the Dover commu-
nity.  The IT Office safeguards re-
sources, actively listens at all levels 
of the municipal operation, trans-
parently communicates and priori-
tizes Office of Information Tech-
nology work.ó  

òThe City of Dover will provide 
clear and consistent communication 
that informs the community, main-
tains open and transparent govern-
ment, and exemplifies Cityõs com-
mitment to high-quality services 
and responsive governance.ó 

òTo be a leader and strategic part-
ner providing and promoting excel-
lence in human resources manage-
ment for a culture of high produc-
tivity, workplace safety and quality 
work/life balance.ó

V
is

io
n 

òTo provide affordable, high quality 

municipal services and responsive 

accessible local governance ensuring 

all persons the opportunity to enjoy 

contributing to and being part of 

the Dover community.ó 

òTo promote the Dover communi-
tyõs connection to their local gov-
ernment services through the use of 
easily accessible and accurate infor-
mation services.  To support and 
assist municipal staff by providing 
access to responsive, easy-to-use, 
secure and reliable information 
technology systems and services.ó 

òTo provide and enhance the City 
of Doverõs communications tools 
and resources, improve stakeholder 
relationships and public engage-
ment, and deliver effective commu-
nications programs that help 
achieve these goals within the or-
ganization and the community. City 
communications will provide timely 
and helpful information about gov-
ernment programs and services. 
The City of Dover will continue to 
produce and expand its communi-
cations resources, including a com-
prehensive website, electronic 
newsletters, video content on the 
Cityõs two access channels, public 
forums, social media, and news re-
leases.ó 

òSupport the goals and challenges 
of the City of Dover, NH, by 
providing services that promote a 
work environment characterized by 
fair treatment of staff, open com-
munications, personal accountabil-
ity, trust and mutual respect. Hu-
man Resources will seek to provide 
solutions to workplace issues that 
support and optimize the operating 
principles of the organization.ó

M
is

s
io

n
 

¶ Customer-Focused Service 

¶ Integrity 

¶ Innovation  

¶ Accountability 

¶ Stewardship  

  Confidentiality
maintain the highest level of confi-
dentiality with privileged infor-
mation. 

V
a

lu
e

s
 Community vision, organizational mission and core values are essential elements 

embedded throughout the framework for performance excellence here in Dover. In-

cluded as part of the Community and Organizational Profile is our communityõs vi-

sion reflecting the ideal quality of life to be achieved here in Dover and the munici-

pal organizationõs continuing mission in support of realizing that vision. To support 

our organizationõs mission and achievement of our communityõs vision, goals and 

objectives are established via strategic planning processes. Core values buttress 

these goals and objectives while also linking together and reinforcing all underlying 

operational decisions and actions. 
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Human Resources Economic  

Development 

Finance Planning and  

Community Dev. 
òTo be a leader and strategic part-
ner providing and promoting excel-
lence in human resources manage-
ment for a culture of high produc-
tivity, workplace safety and quality 
work/life balance.ó 

òTo aspire to provide the city of 
Dover, NH quality economic devel-
opment solutions to assure superb 
quality of living while preserving its 
unique heritage.ó 

òTo provide valuable high quality 
service to our stakeholders and 
sound financial management to 
maintain the public trust through 
transparency and accountability of 
the Cityõs valued resources.ó 

òTo implement progressive and 
effective strategies that help achieve 
a resilient community providing a 
high quality of life.ó 

òSupport the goals and challenges 
of the City of Dover, NH, by 
providing services that promote a 
work environment characterized by 
fair treatment of staff, open com-
munications, personal accountabil-
ity, trust and mutual respect. Hu-
man Resources will seek to provide 
solutions to workplace issues that 
support and optimize the operating 
principles of the organization.ó 

òTo facilitate and encourage sus-
tainable economic growth within 
the community of Dover. We pro-
vide the leadership and coordina-
tion necessary to foster business 
development that provides quality 
of place, life and fiscal health.ó 

òTo be a trusted safeguard of the 
Cityõs financial resources and public 
records in an equitable, accurate, 
efficient and professional manner to 
meet all regulatory and fiduciary 
responsibilities while timely report-
ing the financial position and per-
formance to stakeholders.ó  

òTo be a trusted provider of inno-
vative solutions and collaborate 
with stakeholders to pursue the 
communityõs vision.ó 

Confidentiality ð We endeavor to 
maintain the highest level of confi-
dentiality with privileged infor-

  Goal Oriented ð We set challeng-
ing goals, and pursue concrete ob-
jectives. 
 
Technical Competency ð We 
maintain a deep understanding of 
the built and natural environment 
and provide state-of-the-art plan-
ning and development services. 
 
Multidisciplinary Approach ð We 
use critical thinking and problem 
solving to develop holistic answers 
for complex questions.  
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City Police Fire, Rescue and 

Inspections 

Community Services 

òTo be a city with an emerging ur-
ban vibrancy guided by a small 
town sense of community.ó 

òTo be a Police Department that, 
through the use of best professional 
practices and transparency, provides 
public safety and law enforcement 
services to a growing urban com-
munity in a personal and dignified 
manner.ó 

òTo prevent harm, stop harm as 
fast as possible, and help with the 
recovery from harm.ó 

òTo enhance the quality of life in 
the community by utilizing exper-
tise, fostering innovative leadership 
and evolving technologyó

V
is

io
n 

òTo provide affordable, high quality 

municipal services and responsive 

accessible local governance ensuring 

all persons the opportunity to enjoy 

contributing to and being part of 

the Dover community.ó 

òEnforce Laws of Society, maintain 
order, protect life and property, 
deliver quality services to the com-
munity and to assist the public at 
large in a manner consistent with 
the rights and dignity of all persons 
as provided for by law and under 
the constitution of the United 
States and the State of New Hamp-
shire.ó 

òUtilizing exceptional customer 
service, our mission is to provide 
the community with information, 
education, services and representa-
tion, improving its quality of life 
and enhancing our citizenõs ability 
to survive and recover from the 
devastation of fire, environmental, 
natural and man-made emergen-
cies.ó 

òTo provide continuous, reliable, 
sustainable, high quality service to 
the community.  To protect com-
munityõs public health, infrastruc-
ture, public assets and environ-
mentó 

M
is

s
io

n
 

¶ Customer-Focused Service 

¶ Integrity 

¶ Innovation  

¶ Accountability 

¶ Stewardship  

 Professional - We strive to be pro-
fessional all the time, and do the 
right thing even when no one is 
looking. 
 
Engaged ð We strive to be en-
gaged and active in the community, 
during work hours and outside of 
work hours. We are not just fire-
fighters and inspectors, we are Do-
verõs Firefighters and Doverõs In-
spectors. 
 
Team Members ð We are team 
members in everything we do, sup-
porting each other and other City 
departments, to improve each and 
every day. 

 

V
a

lu
e

s
 

Customer-Focused Service ð We engage our customers, with a focus on listening to and supporting their needs, antici-

pating and delivering high quality services and ensuring their satisfaction. 

 

Integrity ð We conduct ourselves at all times in a manner that is ethical, legal and professional, with the highest de-

gree of honesty, respect and fairness. 

 

Innovation ð We develop creative solutions and share leading practices that enhance the value of services provided 

for our customers. 



Community Services Recreation Public Library Public Welfare 

òTo enhance the quality of life in 
the community by utilizing exper-
tise, fostering innovative leadership 
and evolving technologyó 

òTo provide and expand recreation 
activities and facilities for partici-
pants of all ages to help foster a 
healthy, vibrant community.ó 

òTo be a public library which fos-
ters curiosity in every segment of 
the Dover community by providing 
a wide range of resources and expe-
riences, both virtually and in a dy-
namic physical environment.ó 

òTo provide a general assistance 
program to meet the genuine needs 
of all eligible residents, in a respect-
ful and fiscally responsible way 
which fosters dignity and self-
sufficiency.ó 

òTo provide continuous, reliable, 
sustainable, high quality service to 
the community.  To protect com-
munityõs public health, infrastruc-
ture, public assets and environ-

òTo provide affordable, high quality 
recreation facilities and programs in 
collaboration with other City de-
partments and local organizations, 
ensuring participants have access to 
a variety of recreational opportuni-
ties, thereby enhancing their quality 
of life.ó 

òThe Dover Public Library sup-
ports lifelong engagement in read-
ing, discovering, learning, and creat-
ing, and delivers what we call 
òSolutions and Delightó to the 
community.ó   

òTo provide the assistance required 
to maintain the basic needs of any 
Dover resident while working with 
other departments and agencies to 
foster self-sufficiency.ó  

Community Development ð We 
implement programs and activities 
related to the Block Grant Program, 
and staff support of multiple 
Boards and Commissions, Further-
more, we represent the City on re-
gional Boards and Commissions.  

Professional Ethics -- We are 
guided by the Code of Ethics of the 
American Library Association, the 
Library Bill of Rights, and ALAõs 
Freedom to Read Statement. We 
adhere to ALA policies on freedom 
of expression and free access to 
ideas. We endorse equity, intellectu-
al freedom, privacy, net neutrality, 
diversity and inclusion, and reject 
censorship or any abridgement of a 
userõs rights based  on their origin, 
age, background, or views. 
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Accountability ð We promote openness and transparency in our operations ensuring that we are accountable for our 

actions at all times.  

 

Stewardship ð We serve as trusted stewards of the publicõs financial, environmental, social and physical resources al-

ways seeking to responsibly utilize, conserve and sustain for current and future generations.  



Each organization faces issues and challenges. Without identifying and docu-

menting those issues and challenges, organizations cannot think and act strategi-

cally.  

In 2016 each service area completed an environmental scan com-

pleted. This Analysis of both internal and external environments 

gives understanding and depth to the each service areaõs strengths 

and weaknesses (internal) and its opportunities and obstacles 

(external).  

When service areas review strengths and weaknesses, they consid-

er resources (human, funding sources, facilities, equipment, etc.), 

current strategic processes, and performance. An external review 

is also important. Service areas considered the opportunities and 

obstacles that exist in the external environment. Again, these are-

as consider resources, operations, and performance.  

Strategic planning is discovering an organizationõs òfitó or òbest 

course of actionó given its  capabilities. It evaluates what is need-

ed and feasible, along with goals for accomplishment. In order to 

complete this step, one must consider those questions against its 

mission, vision and values and the information and data gathered 

by the SWOO analysis.  

After completion of the SWOO analysis, each service area consid-

ered the elements identified and asked the following questions: 

¶ òWhat is indeed the policy question or challenge?ó  

¶ òCan we do anything about it?ó  

¶ òIf we do anything about the issue or challenge, then what is 

it that we can do?ó  

¶ òWhat are the consequences of doing nothing?ó  

 

By reviewing and considering these questions, the service area was 

able to: 

¶ Clearly identify numerous issues 

¶ Consolidate them into larger umbrella issues and challenges,  

¶ Prioritize the issueõs importance 

 

Pages 9 to 26 of the Strategic Plan identify the issues and chal-

lenges each service area has defined for itself. Solutions to these issues are de-

fined through Actions Plans.  

Issues and Challenges 
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Actions to Date 
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Successful implementation of the service area Strategic Plans is dependent upon translating its 

goals and objectives into budgets and operating programs. What follows is an updated version of 

the Action Plans for each service area.  

In addition to the materials originally presented, the Action Plans now include Status and Progress 

columns.  The Status column notes the results to date on a particular outcome measure, and the 

Progress column notes the percent complete (0ñ100) of each measure.  

 

The Plans are broken into the four goal areas 

¶ Public Information, Outreach, and Engagement  

¶ Workforce Development and Management  

¶ Organizational Excellence and Customer Service  

¶ Infrastructure and Technological Assets 

 

Each service area conducted its own review on progress, noting the results it feels is appropriate 

using the SMART principle: 

¶ Specific ð target a specific area for improvement. 

¶ Measurable ð quantify or at least suggest an indicator of progress. 

¶ Agreed upon ð specify who will do it. 

¶ Realistic ð state what results can realistically be achieved, given available re-
sources. 

¶ Time-related ð specify when the result(s) can be achieved. 

The detailed Action Plans developed to achieve the Goals and Objectives in the Strategic Plan con-

tain: 

¶ A timeline for implementing each Action 
¶ Ongoing: Continuous or are already being carried out  
¶ Short: Undertaken in 1-2 years  
¶ Medium:  Undertaken within 3-5 years  
¶ Long:  Will take more than 5 years to be initiated or completed.   

¶ Identifies the responsible person or people tasked with performing the Action 
¶ Indicates which Issue or Challenge is being addressed by the proposed Action  
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Goal A: Public Information, Outreach, and Engagement  

Objective A.1 Improve accessibility and searching of City of Dover public records 

Action A.1.1 Consolidate all online archives search pages into a single search page. 

Action A.1.2 
Maintain updated inventory of public records information and communications.  Reference Commu-
nications Service Guide. 

Action A.1.3 Develop single search page for all public records information. 

Objective Outcome Measure A single webpage to search all documents stored in online archives is available. 

Objective Outcome Measure 
Communications Service Guide is current within a year of todayõs date and easily located on 
website. 

Objective Outcome Measure 
A single webpage that can query all public records information, independent of back-end 
storage system, exists. 

Objective A.2 Communicate methods of engagement available when working with/for public bodies. 

Action A.2.1 
Document existing communication and other current methods that support participation on munici-
pal public bodies. 

Action A.2.2 
Communicate existing communication methods along with Right-to-Know guidelines to current 
public body members. 

Action A.2.3 
Complete survey of current public body members to determine communication preferences and in-
formation needs. 

Objective Outcome Measure 
Create document available on public website with link e-mailed to public body members 
outlining communication methods, information resources and link to RSA 91-A. 

Objective Outcome Measure 
Create and complete survey of current public body members to learn more about what addi-
tional services would increase participation and effectiveness when serving on public board 
or commission. 

See pages 9 ð 10 of the Strategic Plan for Issues 
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Timeline Responsibility Issue Status Progress 

ун҈ 

Short IT Director 8     

Maintain updated inventory of public records information and communications.  Reference Commu-
Short Media Services Manager 8 

    

Medium Media Services Manager 8 
    

      

5ƛǎŎǳǎǎŜŘ ǘƘƛǎ ǿƻǊƪ ǿƛǘƘ ǾŜƴŘƻǊΦ  5ŜŎƛŘŜŘ 
ǘƻ ƴƻǘ ǘƘǊƻǿ ǝƳŜ ƻǊ ǊŜǎƻǳǊŎŜǎ ŀǎ ǘƘƛǎ ǘŀǎƪ 
ŘǳǇƭƛŎŀǘŜǎ ǿƻǊƪ ƛƴ ƭŀǊƎŜǊ ƻōƧŜŎǝǾŜ ƻŦ ǎƛƴπ
ƎƭŜ ǎŜŀǊŎƘ ŀŎǊƻǎǎ ŀƭƭ ǇƭŀǜƻǊƳǎ млл҈ 

Communications Service Guide is current within a year of todayõs date and easily located on 
      

/ƻƳƳǳƴƛŎŀǝƻƴǎ {ŜǊǾƛŎŜǎ DǳƛŘŜ ǳǇŘŀǘŜŘ 
ŀƴŘ ǇƻǎǘŜŘ ǘƻ ǿŜōǎƛǘŜΣ WŀƴǳŀǊȅ нлмфΦ  aŜπ
Řƛŀ {ŜǊǾƛŎŜǎ aŀƴŀƎŜǊ ǿƛƭƭ ǊŜŬƴŜΦ фр҈ 

      

wŜǎŜŀǊŎƘ Ƙŀǎ ōŜƎǳƴΦ  tǊƻǾƛŘƛƴƎ ŎǳǊǊŜƴǘ 
ǎŜŀǊŎƘ ŀƴŘ ŎƻƴǘŜƴǘ ǎǘŀǘǎ ƛƴ ƻǊŘŜǊ ǘƻ ƻōǘŀƛƴ 
ǊŜŀƭƛǎǝŎ ŘŜƳƻǎ ŀƴŘ ŎƻǎǘΦ  LƴŎƭǳŘŜŘ Ŏƻǎǘ ƻŦ 
ǎŜŀǊŎƘ ǇƭŀǜƻǊƳ ƛƴ C¸нл ǇǊƻǇƻǎŜŘ ōǳŘƎŜǘΦ рл҈ 

у҈ 

Document existing communication and other current methods that support participation on munici-
Short IT Director 8 

    

Short IT Director / Legal 8 
    

Complete survey of current public body members to determine communication preferences and in-
Medium Media Services Manager 8 

    

      

/ǳǊǊŜƴǘ tǳōƭƛŎ .ƻŘȅ aŀǧŜǊǎΣ aǳƴƛŎƛǇŀƭ 
tǊƻƧŜŎǘǎ ŀƴŘ .ǳŘƎŜǘ wŜǾŜŀƭŜŘ  ŎƻƳƳǳƴƛπ
Ŏŀǝƻƴǎ ƻƴƎƻƛƴƎΦ  bƻ ŀŎǝƻƴ ƻƴ ŘƻŎǳƳŜƴǘ 
ǿƘƛŎƘ ƻǳǘƭƛƴŜǎ ǘƘŜǎŜ ŎƻƳƳǳƴƛŎŀǝƻƴǎΦ мл҈ 

Create and complete survey of current public body members to learn more about what addi-
tional services would increase participation and effectiveness when serving on public board       

5ŜǾƛǎŜŘ Ǉƭŀƴ ǘƻ ǉǳŜǊȅ [ƛŀƛǎƻƴǎ ŀōƻǳǘ ǎǳǊπ
ǾŜȅ ŀƴŘ ŀǎƪ ǿƘŀǘ ǘƘŜȅ Řƻ ŦƻǊ ƻƴōƻŀǊŘƛƴƎΦ  
5ƛǎŎǳǎǎŜŘ ƻǇǝƻƴǎ ǿƛǘƘ aƛŎǊƻǎƻƊ ǊŜƎŀǊŘπ
ƛƴƎ ŎƭƻǳŘ-ōŀǎŜŘ Ŝ-Ƴŀƛƭ ŀƴŘ ŬƭŜ ǎƘŀǊƛƴƎΦ  
±ŜǊȅ ŎƻǎǘƭȅΦ  wƛƎƘǘ-ǘƻ-ƪƴƻǿ ŎƻƳǇƭŀƛƴǘ ŘŜπ
ǎƛƎƴ ǳƴƪƴƻǿƴΦ р҈ 

Information Technology 
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Goal B: Workforce Development and Management  

Objective B.1 Ensure Information Technology Office is current in their industry knowledge, skills. 

Action B.1.1 Fund and schedule training in various formats.  Conferences, online learning, local counterparts. 

Action B.1.2 Adding incentives for completion of training or certification process 

Action B.1.3 
Research staffing levels and skill sets for like-sized municipal and private organizations.  Make recom-
mendations based on research. 

Objective Outcome Measure 
Information technology staff can provide at least four certificates annually that display partic-
ipation in classes, seminars or meetings that increasing their learning pertinent to their job 
description. 

Objective Outcome Measure 
Information Technology administrators and technicians will sit for one certification exam 
annually. 

Objective Outcome Measure 
IT Director will present a proposal to City Manager, HR Director and Department Heads to 
provide additional information technology support both to the frontlines as well as support it 
service needs at the department administrative level. 

Objective B.2 Ensure municipal employees have baseline office productivity and appropriate enterprise application skills.

Action B.2.1 Funding base level information technology training citywide. 

Action B.2.2 Develop lunch & learn or other training program specific to City of Dover enterprise applications. 

Action B.2.3 Schedule IT Technicians to job shadow front-line staff activities. 

Objective Outcome Measure 
Each departments can report at least eight (8) hours of online learning related to office 
productivity skills annually. 

Objective Outcome Measure IT Office will provide at least four (4) information technology trainings annually. 

Objective Outcome Measure 
IT Technicians, Systems and Asset Management, will shadow front-line staff that they sup-
port at least twice annually. 

Objective B.3 Provide services to empower departments in making data driven decisions in a timely manner.  Easy to use by department admini

Action B.3.1 Add Business Analyst resource. 

Objective Outcome Measure:  Business analyst on staff to assist business decision makers in accessing needed data. 

See pages 9 ð 10 of the Strategic Plan for Issues 
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Timeline Responsibility Issue Status Progress 

сф҈ 

Short IT Director 3 & 6 
    

Medium 
IT Director / HR Direc-

tor 
3 & 6 

    

sized municipal and private organizations.  Make recom-
Short 

IT Director / HR Direc-
tor 

3, 6 & 7 
    

Information technology staff can provide at least four certificates annually that display partic-
   

млл҈ ƻŦ L¢ {ǘŀũ ƘŀǾŜ [ƛƴƪŜŘLƴ [ŜŀǊƴƛƴƎ ŀŎŎƻǳƴǘǎΦ  CǳƴŘŜŘ ǘǊŀƛƴƛƴƎǎΣ ǎŜƳƛƴŀǊǎ ŀǎ ƴŜŜŘπ
ŜŘΦ  9{wL !ƴƴǳŀƭ ŎƻƴŦŜǊŜƴŎŜ нлмтΦ   9{wL ǿŜō-ōŀǎŜŘ ǘǊŀƛƴƛƴƎΦ  ±¦9²ƻǊƪǎ !ƴƴǳŀƭ /ƻƴŦ 
нлмтΦ  ±¦9²ƻǊƪǎ b² ¦ǎŜǊ /ƻƴŦŜǊŜƴŎŜ нлмуΦ  ±² ƻƴƭƛƴŜ ǿŜōƛƴŀǊ ǇǊƻŦŜǎǎƛƻƴŀƭ ŘŜǾŜƭƻǇπ
ƳŜƴǘ ŎǊŜŘƛǘǎΦ  ²ŀǘŜǊ ƭƛŎŜƴǎŜ нлмуΦ  [9!b ōŜƭǘǎ κ ŎŜǊǝŬŎŀǝƻƴǎΦ  tǊƛƳŜȄ {ǳǇŜǊǾƛǎƻǊ ǘǊŀƛƴπ
ƛƴƎ нлмуΦ /WL{ ǘǊŀƛƴƛƴƎ ϧ ŎŜǊǝŬŎŀǝƻƴ нлмуκнлмфΦ  {/!5 ƛCƛȄ ¢ǊŀƛƴƛƴƎ ǎŎƘŜŘǳƭŜŘΦ тр҈ 

   ¢ƘǊŜŜ ƻŦ ƴƛƴŜ ǎǘŀũ ƘŀǾŜ ǊŜ-ŎŜǊǝŬŜŘ ǿƛǘƘ /WL{ ƛƴ Ǉŀǎǘ ȅŜŀǊΦ 
оо҈ 

IT Director will present a proposal to City Manager, HR Director and Department Heads to 
provide additional information technology support both to the frontlines as well as support it   

 aǳƴƛŎƛǇŀƭ ŎƻƳǇŀǊŀǝǾŜ ƳŜǘǊƛŎǎΦ /ƻƳǇŀǊŀǝǾŜ ŀƴŀƭȅǎƛǎ ƛƴ ǇǊŜǇ ŦƻǊ ōǳŘƎŜǘ ǇǊŜǎŜƴǘŀǝƻƴΣ 
aŀǊŎƘ нлмуΦ 
!ǎǎŜǘ aŀƴŀƎŜƳŜƴǘ ¢ŜŎƘƴƛŎƛŀƴ ŀƴŘ {/!5! L¢ !ŘƳƛƴƛǎǘǊŀǘƻǊ ŀŎǝǾŜƭȅ ǎƘŀŘƻǿƛƴƎ ŀƴŘ ǎǳǇπ
ǇƻǊǝƴƎ ǘƘŜ ŦǊƻƴǘƭƛƴŜǎΦ млл҈ 

Ensure municipal employees have baseline office productivity and appropriate enterprise application skills. пл҈ 

Medium 
IT Director / HR Direc-

tor 
1, 3 & 6 

    

 Medium 
IT Director / HR Direc-

tor 
1, 3 & 6 

    

Short 
IT Director / Department 

Heads 
1, 9 

    

  
 C¸мфΥ  CǳƴŘ ос ǎŜŀǘǎ ƻŦ [ƛƴƪŜŘLƴ [ŜŀǊƴƛƴƎ ŀŎǊƻǎǎ ŀƭƭ ŘŜǇŀǊǘƳŜƴǘǎΦ  !ǎ ƻŦ Wŀƴ нлмфΣ ǘƘǊŜŜ 
ƻŦ ƴƛƴŜ ŘŜǇŀǊǘƳŜƴǘǎ ƘŀǾŜ ǾƛŜǿŜŘ ƻǾŜǊ ŜƛƎƘǘ όуύ ƘƻǳǊǎ ƻŦ ŎƻǳǊǎŜ ŎƻƴǘŜƴǘΦ   оо҈ 

  

Wǳƭ нлмуΥ CƛǊǎ[ƛƎƘǘ ŀǧŜƴŘǎ L¢/ aŜŜǝƴƎΤ Wŀƴ нлмуΥ {ƘŀǊŜǇƻƛƴǘκa{ tǊƻƧŜŎǘΤ  
Wǳƴ нлмуΥ  {!.! [ŜŀǊƴƛƴƎ aŀƴŀƎŜƳŜƴǘ {ȅǎǘŜƳ ό[a{ύ ǇǳǊŎƘŀǎŜŘΤ  !ǳƎ-bƻǾ нлмуΥ  ¢ƘǊŜŜ 
όоύ ¢ǊŜŜƴƻ [ǳƴŎƘ ϧ [ŜŀǊƴǎ Ŧǳƭƭȅ ŀǧŜƴŘŜŘ ǿƛǘƘ у ǎǘǳŘŜƴǘǎ ǇŜǊ ǎŜǎǎƛƻƴ Τ Wŀƴ нлмфΥ  5ƻǾŜǊ 
ŎǳǎǘƻƳ ǘǊŀƛƴƛƴƎ ŎƻǳǊǎŜ ǿƛǘƘ ŜȄŀƳ ŎǊŜŀǘŜŘ ŀƴŘ ƛƳǇƻǊǘŜŘ ƛƴǘƻ {!.! [a{ 

млл҈ 

line staff that they sup-
  !ǎǎŜǘ aƳǘ ¢ŜŎƘ ϧ {/!5! L¢ !ŘƳƛƴ ƘŀǾŜ ǎƘŀŘƻǿŜŘ /{ ŬŜƭŘ ǇŜǊǎƻƴƴŜƭ ŀƴŘ /{ ǾŜƴŘƻǊǎΦ 

млл҈ 

Provide services to empower departments in making data driven decisions in a timely manner.  Easy to use by department administrators. рл҈ 

Medium 
IT Director / City Manag-

er 
7 

    

  

рл҈ 

tǳǊŎƘŀǎŜŘ ƻŦ /Ǌȅǎǘŀƭ wŜǇƻǊǘǎ ŦƻǊ L¢ {ȅǎǘŜƳǎ !ŘƳƛƴΦΤ !ǳƎ нлмуΥ tǊƻǾƛŘŜ ŜƴƘŀƴŎŜŘ Řȅπ
ƴŀƳƛŎ ±¦9²ƻǊƪǎ ǊŜǇƻǊǘǎ ŦƻǊ /{ ǳǎŜΦΤ bƻǾ нлмуΥ  IƛǊŜ {/!5! {ȅǎǘŜƳ !ŘƳƛƴ ǘƻ ƻǾŜǊǎŜŜ 
ŀƴŘ ǇǊƻǾƛŘŜ ŀŎŎǳǊŀǘŜ {/!5! ƘŜŀƭǘƘ ǊŜǇƻǊǘǎΤ Wǳƭȅ нлмфΥ tƻƭƛŎŜ ϧ CƛǊŜ /ƘƛŜŦ ǘƻ ŀǧŜƴŘ 9{wL 
tǳōƭƛŎ {ŀŦŜǘȅ ŎƻƴŦŜǊŜƴŎŜ ŀƴŘ ǿƛƭƭ ƭŜŀǊƴ ŀōƻǳǘ ǎǇŀǝŀƭ ŀƴŀƭȅǎƛǎΣ LƴǎƛƎƘǘǎ ŦƻǊ  

Information Technology 
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Goal C: Organizational Excellence and Customer Service  

Objective C.1 Communicating current priorities, schedules, plans. 

Action C.1.1 Review recurrence, content, attendees and information dissemination of IT Committee meetings. 

Action C.1.2 Continue to manage reactive tasks using and IT Support Request system. 

Action C.1.3 Continue to manage and communicate project status with an IT Projects system. 

Objective Outcome Measure Effectiveness of IT Committee meetings reviewed with any needed adjustments made. 

Objective Outcome Measure IT Support Request system manages approximately one hundred support requests monthly. 

Objective Outcome Measure 
IT Projects list reports on, prioritize all current, and contains record of past IT Projects.  Pri-
ority one projects will receive at least a monthly update. 

Objective C.2 Managing change, collective decisions, advanced communications. 

Action C.2.1 Increase Intranet content on governance, data ownership / master of record and maintenance. 

Action C.2.2 Develop a central repository of workflows documented by LEAN or other administrative process. 

Objective Outcome Measure 
Intranet will provide definitive list of geospatial information, data owner and naming conven-
tions. 

Objective Outcome Measure Intranet will provide repository of approved workflows. 

Objective C.3 Identify areas of ownership of IT administrative procedures 

Action C.3.1 
Identify areas of further control and governance that will allow delegation of commonly recurring, 
low-risk administrative tasks. 

Objective Outcome Measure:  
Two highly recurring processes that would benefit from a faster response time are identified 
with at least one non-IT Office person trained in each administrative process. 

See pages 9 ð 10 of the Strategic Plan for Issues 



Action Plan Update: 2019    

Page 15 

Timeline Responsibility Issue Status Progress 

фн҈ 

Ongoing IT Director 5 
    

Ongoing Deputy IT Director 5 
    

Ongoing IT Director 5 
    

      

bƻ ŦŜŜŘōŀŎƪ ƻǊ ǊŜǉǳŜǎǘǎ ŦƻǊ ƳŜŜǝƴƎ ŦƻǊπ
Ƴŀǘ ŎƘŀƴƎŜǎ ǊŜŎŜƛǾŜŘΦ  L¢ hŶŎŜ ǎǘŀũ ƘŀǾŜ 
ǎǳƎƎŜǎǝƻƴ ŦƻǊ ŀ ŘŜǇŀǊƳŜƴǘ ǘƻ ǎƘƻǿŎŀǎŜ 
ŀƴ L¢ ǇǊƻƧŜŎǘΣ ƻƴŜ ǇŜǊ ƳŜŜǝƴƎΦ тр҈ 

IT Support Request system manages approximately one hundred support requests monthly.       hƴƎƻƛƴƎ ǿƻǊƪ ŎƻƴǝƴǳŜǎΦ  Wǳƭȅ - 5ŜŎ нлмуΣ 
ŀǾŜǊŀƎŜŘ фф ǝŎƪŜǘǎ ǇŜǊ ƳƻΦ млл҈ 

IT Projects list reports on, prioritize all current, and contains record of past IT Projects.  Pri-
      

!ǎ ƻŦ Wŀƴ нлмфΣ ŀƭƭ όмо ƻŦ моύ ǇǊƛƻǊǘȅ м ǇǊƻπ
ƧŜŎǘǎ ǳǇŘŀǘŜŘ ǿƛǘƘƛƴ Ǉŀǎǘ ол ŘŀȅǎΦ  L¢ hũπ
ŬŎŜ ƳŜŜǘǎ ƳƻƴǘƘƭȅ ŦƻǊ ǝŎƪŜǘΣ ǇǊƻƧŜŎǘ  ǊŜπ
ǾƛŜǿΦ млл҈ 

ур҈ 

Short 
Deputy IT Director / 

Asset Management Ad-
ministrator 

2 & 5 

    

 Medium Systems Administrator   
    

Intranet will provide definitive list of geospatial information, data owner and naming conven-
      wŜǎƻǳǊŎŜ ŀǾŀƛŀƭŀōƭŜ ƻƴ LƴǘǊŀƴŜǘΦ bƻǘ ȅŜǘ 

ŎƻƳǇƭŜǘŜΦ  wŜǾƛŜǿ ǿƛǘƘ /{ ǊŜǉǳƛǊŜŘΦ тр҈ 

      CƛǾŜ L¢ ǎǘŀũ ŎŜǊǝŬŜŘ ƛƴ bI .9¢Σ [9!bΦ όр 
ȅŜƭƭƻǿΣ о ƎǊŜŜƴύ  [9!b tǊƻƧŜŎǘǎ ŘƻŎǳƳŜƴǘ 
ƭƛōǊŀǊȅ ŎǊŜŀǘŜŘ Wŀƴ нлмфΦ фр҈ 

млл҈ 

Medium Deputy IT Director 7 
    

Two highly recurring processes that would benefit from a faster response time are identified 
      

CƛŜƭŘ ǎǳōƳƛǎǎƛƻƴ ƻŦ !ŘŘǊŜǎǎ tƻƛƴǘ ƭƻŎŀǝƻƴ 
ŎƘŀƴƎŜ ǊŜǉǳŜǎǘǎ ŀƴŘ ǿƛƴǘŜǊ ƘȅŘǊŀƴǘ ŎƭŜŀƴπ
ǳǇΦ ¢ǊŀƛƴƛƴƎ ƛƴ {!.! tŜǊŦƻǊƳŀƴŎŜ 9Ǿŀƭǳŀπ
ǝƻƴǎ ŀƴŘ ƻǊƎŀƴƛȊŀǝƻƴŀƭ Ǝƻŀƭ ƳŀƴŀƎŜƳŜƴǘ 
ŦƻǊ IwΣ /a ŜƳǇƭƻȅŜŜǎΦ  {!.! ǘǊŀƛƴƛƴƎ ϧ 
ŎŜǊǝŬŎŀǝƻƴ ƳŀƴŀƎŜƳŜƴǘ ǳǇ ƴŜȄǘΦ млл҈ 

Information Technology 
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Goal D: Infrastructure and Technological Assets 

Objective D.1 Identify and prioritize information needed by staff in the field.  Develop processes for collecting initial data and followin

Action D1.1 
Increase Intranet content on governance, data ownership / master of record and maintenance.  Work 
with department to prioritize data importance.  Provide level of effort and feasibility for initial data 
collection as well as ongoing maintenance. 

Action D1.2 Create service foundation to allow data ownersõ direct access to update their data. 

Objective Outcome Measure 
IT Office clearly documents what geospatial is maintained and by whom as well as what in-
formation is not maintained at this time. 

Objective Outcome Measure 
At least two field personnel per department in Police, Fire and Community Services are 
trained and can gather geospatial information from the field. 

Objective  D.2 Hardware and software inventory management and replacement planning. 

Action   D2.1 Annual inventory of client systems conducted in October  

Action   D2.2 Upcoming FY costs and replacement plan sent to departments in November. 

Objective Outcome Measure Average DoverNet-insured client system age is 3.5 years or less. 

Objective Outcome Measure 
All client systems on network utilized currently supported operating system that received reg-
ularly scheduled security updates. 

Objective Outcome Measure Average number of client systems ensured by department is 75% or more. 

Objective Outcome Measure Average DoverNet-insured server system age is 2.5 years or less. 

Objective  D.3 Align Information Technology Office services and funding with organization needs. 

Action   D3.1 
Request feedback from as many as employees as possible regarding applicationsõ effectiveness, priority 
and ease of use (vs efficiency) 

Action   D3.1 Create service inventory, update annually 

Objective Outcome Measure:  
An Information Technology Office survey completed by municipal employees on biennial 
basis to prioritize and rate IT systems and services. 

Objective Outcome Measure:  
An Information Technology Office service inventory is available Intranet for reference and 
review. 

See pages 9 ð 10 of the Strategic Plan for Issues 
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Timeline Responsibility Issue Status Progress 

Identify and prioritize information needed by staff in the field.  Develop processes for collecting initial data and following data changes in the above information sets. тр҈ 

Increase Intranet content on governance, data ownership / master of record and maintenance.  Work 
with department to prioritize data importance.  Provide level of effort and feasibility for initial data Short 

Asset Management Ad-
ministrator 

2 & 7 

    

Medium 
Asset Management Ad-

ministrator 
2 & 7 

    

IT Office clearly documents what geospatial is maintained and by whom as well as what in-
      

L¢ hŶŎŜ !ǎǎŜǘ aƎƳǘ ǘŜŀƳ Ƴŀƛƴǘŀƛƴǎ ǎƛǘŜ 
ǿƘƛŎƘ ŎƻƳƳǳƴƛŎŀǘŜǎ DL{ Řŀǘŀ ŎƻƭƭŜŎǘŜŘΦ  
!ŎŎǳǊŀŎȅ ϧ ŦǊŜǉǳŜƴŎȅ ŬŜƭŘǎΣ Řŀǘŀ ƴƻǘ Ŏƻƭπ
ƭŜŎǘŜŘ ƛǎ ƴƻǘ ŎƻƳǇƭŜǘŜΦ рл҈ 

      /{ ŀƴŘ CƛǊŜ ǎǘŀũ ƘŀǾŜ ǎǳŎŎŜǎǎŦǳƭƭȅ ƎŀǘƘπ
ŜǊŜǊŜŘ DL{ Řŀǘŀ ƛƴ ǘƘŜ ŬŜƭŘΦ   млл҈ 

фо҈ 

Ongoing Systems Technician 4 & 10 
    

Ongoing Deputy IT Director 4 & 10 
    

      !ǎ ƻŦ сκолκнлмуΣ 5ƻǾŜǊ bŜǘ ŎƭƛŜƴǘ ǎȅǎǘŜƳ 
ŀǾŜǊŀƎŜ ŀƎŜ Ґ оΦм ȅǊǎΦ млл҈ 

All client systems on network utilized currently supported operating system that received reg-
      

нср ƻŦ нст ŎƭƛŜƴǘ ǎȅǎǘŜƳǎ ǊǳƴƴƛƴƎ ŎǳǊǊŜƴǘπ
ƭȅ ǎǳǇǇƻǊǘŜŘ ƻǇŜǊŀǩƴƎ ǎȅǎǘŜƳΦ  όwŜŦ м 
5t[Σ м tƻƭƛŎŜΦύ фр҈ 

      !ǎ ƻŦ сκолκнлмуΣ ум҈ ƻŦ ŀŎǝǾŜ ŎƭƛŜƴǘǎ ƻƴ 
ƴŜǘǿƻǊƪ ŀǊŜ 5ƻǾŜǊbŜǘ ƛƴǎǳǊŜŘΦ млл҈ 

      
!ǎ ƻŦ сκолκнлмуΣ 5ƻǾŜǊ bŜǘ L¢ ǎŜǊǾŜǊ ǎȅǎπ
ǘŜƳ ŀǾŜǊŀƎŜ ŀƎŜ Ґ оΦм ȅǊǎΦ тр҈ 

мо҈ 

Request feedback from as many as employees as possible regarding applicationsõ effectiveness, priority 
Short IT Director 1, 5 & 7 

    

Medium IT Director 5 & 9     

      
.ƛŜƴƴƛŀƭ 9ƳǇƭƻȅŜŜ {ǳǊǾŜȅ ŎƻƳǇƭŜǘŜ ǿƛǘƘ 
ǊŜǎǳƭǘǎ ǊŜŎŜƛǾŜŘ WŀƴǳŀǊȅ нлмфΦ  Cƻƭƭƻǿ-ǳǇ 
L¢ ǎǳǊǾŜȅ ŎǊŜŀǘŜŘΦ рл҈ 

      
L¢ {ŜǊǾƛŎŜ LƴǾŜƴǘƻǊȅ ŎƻƳǇƭŜǘŜŘ ƛƴ WŀƴǳŀǊȅ 
нлмфΦ млл҈ 

Information Technology 
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Goal A: Public Information, Outreach, and Engagement  

Objective A.1 Create a public engagement plan 

Action A.1.1 Assess how citizens access public information 

Action A.1.2 Draft public engagement and community outreach plan 

Action A.1.3 Seek approval of engagement plan and distribute 

Objective Outcome Measure Increased public engagement and participation 

Objective A.2 Gather comprehensive feedback about how people use the Cityõs website 

Action A.2.1 Create online and printed surveys about website use 

Action A.2.2 Query web users about frequency and type of web actions 

Action A.2.3 Draft recommendations for web redesign and arrangement 

Objective Outcome Measure Improved engagement and website accessibility 

See pages 10 ð 11 of the Strategic Plan for Issues 

Goal B: Workforce Development and Management  

Objective B.1 Create new tools for access to common public information and data 

Action B.1.1 
Compile current data about common access of information requests and retrievals, online and by oth-
er means 

Action B.1.2 Develop new tools or resources tailored to most requested information 

Objective Outcome Measure Diminished difficulty accessing common public information 

Objective B.2 Fund a Public Information position 

Action B.2.1 Define the role and responsibilities of a PIO, review needs across the current roles of staff 

Action B.2.2 
Fund either a new position, or increase hours of existing staff to take responsibilities from media man-
ager, to allow that position to become the PIO.  

Objective Outcome Measure Establishment of  a PIO 



Timeline Responsibility Issue Status Progress 

ул҈ 

Ongoing Media Services 2     

Short Media Services 2,3 & 4     

Short Media Services 2,3 & 4   

      

bŜǿ ǇǳōƭƛŎ ƛƴŦƻǊƳŀǝƻƴ ǘƻƻƭǎ ŘŜǇƭƻȅŜŘΣ 
ƛƴŎƭǳŘƛƴƎ ŜƳŜǊƎŜƴŎȅ ƴƻǝŬŎŀǝƻƴǎΦ hƴƭƛƴŜ 
ŀƴŘ ǎƻŎƛŀƭ ƳŜŘƛŀ ŜƴƎŀƎŜƳŜƴǘ Ƙŀǎ ƛƴπ
ŎǊŜŀǎŜŘ ŜȄǇƻƴŜƴǝŀƭƭȅΦ tǳōƭƛŎ ŦƻǊǳƳǎ ƛƴ 
ǘƘŜ ǿƻǊƪǎΦ ул҈ 

тр҈ 

Short Media Services 1 
    

Short Media Services 1 
    

Short Media Services 1     

      
/ƻƳǇǊŜƘŜƴǎƛǾŜ ŀǎǎŜǎǎƳŜƴǘ ƻŦ ǿŜō ǳǎŜǊ 
ŜȄǇŜǊƛŜƴŎŜ ŀƴŘ ǳǎŜ ǳƴŘŜǊ ǿŀȅΦ {ƻƳŜ ŀŘπ
ƧǳǎǘƳŜƴǘǎ ŀƭǊŜŀŘȅ ƳŀŘŜΦ тр҈ 
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Timeline Responsibility Issue Status Progress 

оо҈ 

Compile current data about common access of information requests and retrievals, online and by oth-
Ongoing Media Services 1 & 4 

    

Short Media Services 1 & 3 
    

      

!ǎǎŜǎǎƳŜƴǘ ŎƻƴŘǳŎǘŜŘ ŘǳǊƛƴƎ ƭŀǎǘ ǎƛȄ 
ƳƻƴǘƘǎ ƻŦ нлмуΦ {ƻƳŜ ŎƘŀƴƎŜǎ ŀƭǊŜŀŘȅ 
ƳŀŘŜ ǘƻ ǿŜōǎƛǘŜ ƴŀǾƛƎŀǝƻƴ ŀƴŘ ǎŜŀǊŎƘ 
ŜƴƎƛƴŜ ǊŜŎƻƴǎǘǊǳŎǝƻƴΦ оо҈ 

рл҈ 

Medium Media Services 2 & 4 
    

Fund either a new position, or increase hours of existing staff to take responsibilities from media man-
Long Media Services 4 

    

      

¦ƴŘŜǊ ǿŀȅΦ Lǎ ǇŀǊǘ ƻŦ ŀŎǝǾŜ ŘƛǎŎǳǎǎƛƻƴ ōȅ 
ǎǘŀũ ŀƴŘ /ƛǘȅ /ƻǳƴŎƛƭΦ .ǳŘƎŜǘ ǊŜǉǳŜǎǘ ǇǊƻπ
ǇƻǎŜŘ ŦƻǊ C¸нлнл ŦƻǊ ŀŘŘƛǝƻƴŀƭ ǎǘŀũ 
ƘƻǳǊǎΦ рл҈ 

Media Services 
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Goal C: Organizational Excellence and Customer Service  

Objective C.1 Create a consistent, citywide communications policy 

Action C.1.1 Provide training to staff to better utilize the Cityõs communications resources. 

Action C.1.2 Consolidate the disparate communications efforts across all City departments. 

Action C.1.3 
Provide support and resources for consistent use of branding that emphasizes the Cityõs role and value 
to the community. 

Action C.1.4 
Develop internal communication guidelines and tools to better educate staff about current issues and 
efforts. 

ActionC.1.5 Improve shared distribution of public information and resources. 

Objective Outcome Measure Clear and consistent distribution of internal and external communications 

Objective Outcome Measure Better staff comprehension of policies and shared issues 

Objective Outcome Measure Reach segments of the population underserved by traditional communications 
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Timeline Responsibility Issue Status Progress 

ст҈ 

Short Media Services 3 & 4 
    

Short Media Services 2, 3 & 4 
    

Provide support and resources for consistent use of branding that emphasizes the Cityõs role and value 
Short Media Services 3 &4 

    

Develop internal communication guidelines and tools to better educate staff about current issues and 
Short Media Services 3 & 4 

    

Short Media Services All     

      
!ŘŘƛǝƻƴŀƭ ǇǊƻŎŜǎǎŜǎ ŀǊŜ ōŜƛƴƎ ŘŜǾŜƭƻǇŜŘ 
ŦƻǊ ƛƴǘŜǊƴŀƭ ŎƻƳƳǳƴƛŎŀǝƻƴǎΦ 9ȄǘŜǊƴŀƭ ǊŜπ
ǾƛŜǿ ŀƴŘ ǇǊƻŎŜǎǎ ŎƻƳǇƭŜǘŜΦ тр҈ 

      

IŀǾŜ ƳŜǘ ǿƛǘƘ ŘŜǇŀǊǘƳŜƴǘ ƘŜŀŘǎ ŀōƻǳǘ 
Ǉƭŀƴ ŀƴŘ ŎƻƴǝƴǳƛƴƎ ǘƻ ǿƻǊƪ ƻƴ ǎƘŀǊŜŘ 
ŎƻƳƳƛǘƳŜƴǘ ǘƻ ŎƻƳƳǳƴƛŎŀǝƻƴΦ DǳƛŘŜπ
ƭƛƴŜǎ ōŜƛƴƎ ŘŜǾŜƭƻǇŜŘ ŀƴŘ ŀŘŘƛǝƻƴŀƭ 
ƳŜŜǝƴƎǎ ǎŎƘŜŘǳƭŜŘ ŦƻǊ ǊŜǾƛŜǿΦ тр҈ 

      

{ŜǾŜǊŀƭ ƴŜǿ ƛƴƛǝŀƛǝǾŜǎ ǳƴŘŜǊ ǿŀȅΣ ƛƴŎƭǳŘπ
ƛƴƎ 5ƛŘ ¸ƻǳ YƴƻǿΣ ǿƘƛŎƘ ƛƴŎƭǳŘŜǎ ƳŀǘŜǊƛπ
ŀƭǎ ŀōƻǳǘ Ŏƛǘȅ ǎŜǊǾƛŎŜǎ ŀŎǊƻǎǎ ŀƭƭ ƳŜŘƛŀΚ 
{ƻŎƛŀƭ ƳŜŘƛŀ ŜƴƎŀƎŜƳŜƴǘ Ƙŀǎ ƛƴŎǊŜŀǎŜŘ 
ŜȄǇƻƴŜƴǝŀƭƭȅΦ ²ƻǊƪƛƴƎ ƻƴ ƴƻƴǘǊŀŘƛǝƻƴŀƭ 
ŦƻǊǳƳǎ ŦƻǊ ŎƛǝȊŜƴ ƛƴǘŜǊŀŎǝƻƴΦ рл҈ 

Media Services 
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Goal D: Infrastructure and Technological Assets 

Objective D.1 Develop and upgrade technology for the Cityõs website, email and broadcast communications

Action D.1.1 Improve and integrate website search functionality 

Action D.1.2 
Comprehensive review of website presentation and access, with planning strategy for adaptive redesign 
and restructuring, if necessary. 

Action D.1.3 Develop mobile applications for public information 

Action D.1.4 
Integrate varied technology assets and platforms into consistent, accessible and user-friendly infor-
mation.  

Action D.1.5 Complete redesign of Cityõs public-facing website 

Action D.1.6 Increase effective use of social media 

Action D.1.7 
Develop new access programming for the Cityõs governmental and education channels, and improve 
shared use and communication of new programming across all media platforms. 

Objective Outcome Measure Increased public access and engagement 

Objective Outcome Measure User-friendly public information tools 

Objective Outcome Measure Consistent and accessible public information 



Timeline Responsibility Issue Status Progress 

Develop and upgrade technology for the Cityõs website, email and broadcast communications ру҈ 

Short Media Services and IT 1 
    

Comprehensive review of website presentation and access, with planning strategy for adaptive redesign 
Short Media Services 1 

    

Medium Media Services and IT 3 
    

Medium Media Services and IT 1 & 3 
    

Long Media Services 1     

Ongoing Media Services 2 & 3     

Develop new access programming for the Cityõs governmental and education channels, and improve 
Ongoing Media Services All 

    

      

{ŜŜƪƛƴƎ ōǳŘƎŜǘŀǊȅ ǊŜǎƻǳǊŎŜǎ ǘƻ ƛƳǇǊƻǾŜ 
ǎŜŀǊŎƘ ŜƴƎƛƴŜΦ IŀǾŜ ƛƳǇƭŜƳŜƴǘŜŘ ƴŜǿ 
ƛƴŦƻǊƳŀǝƻƴŀƭ ƳŜŘƛŀΣ ƛƴŎƭǳŘƛƴƎ ƻƴƭƛƴŜ ŀƴŘ 
ǇǊƛƴǘ ǎŜǊǾƛŎŜǎΦ  рл҈ 

      

hƴƎƻƛƴƎΦ IŀǾŜ ŀŘŘŜŘ ŀŘŘƛǝƻƴŀƭ ǘƻƻƭǎ ŦƻǊ 
ǘǊŀƴǎǇŀǊŜƴŎȅ ŀƴŘ ŜŘǳŎŀǝƻƴΣ ǎǳŎƘ ŀǎ ±ƛǎǳπ
ŀƭ .ǳŘƎŜǘΦ ²ƻǊƪ ǳƴŘŜǊǿŀȅ ǘƻ ōŜǧŜǊ ǳƴƛŦȅ 
ŀƭƭ ŀǇǇƭƛŎŀǝƻƴǎΦ рл҈ 

      
{ȅǎǘŜƳ ŜǎǘŀōƭƛǎƘŜŘ ŀƴŘ ƛƳǇǊƻǾŜŘ ŦƻǊ Řƛǎπ
ǘǊƛōǳǝƻƴ ƻŦ ǊŜƎǳƭŀǊΣ ǇǳōƭƛŎ ƛƴŦƻǊƳŀǝƻƴΦ тр҈ 
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Goal A: Public Information, Outreach, and Engagement  

Objective A.1 Improve and streamline the recruitment process to decrease the average number of days to fill vacancies.

Action A.1.1 
Set up and implement a schedule to regularly review and update position descriptions for every City of 
Dover position to ensure accuracy and timeliness for use when a vacancy occurs. 

Action A.1.2 
Explore the option of using a third party resource to advertise and expedite the applicant vetting pro-
cess. 

Action A.1.3  
Modify application process to include shorter employment application, modify acceptable means of 
application submission to be a less cumbersome process. 

Action A.1.4  
Utilize electronic means to automate and/or decrease the turnover time for application review, inter-
view process, and applicant follow-up. 

Objective Outcome Measure Average number of days to fill a vacancy 

Objective Outcome Measure HR Audit  

Objective Outcome Measure National Employee Survey 
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Human Resources 

Timeline Responsibility Issue Status Progress 

Improve and streamline the recruitment process to decrease the average number of days to fill vacancies. тр҈ 

Set up and implement a schedule to regularly review and update position descriptions for every City of 
Short HR Dir 2 

    

Explore the option of using a third party resource to advertise and expedite the applicant vetting pro-
Short Exec Asst 2 

    

Modify application process to include shorter employment application, modify acceptable means of 
Short Exec Asst 2 & 5 

    

Utilize electronic means to automate and/or decrease the turnover time for application review, inter-
Medium HR Dir &  2 

    

      !Ŏǝƻƴǎ !мΦнΣ !мΦо ϧ !мΦп - /ƻƳǇƭŜǘŜ тр҈ 

      

! ²ŀƎŜΣ .ŜƴŜŬǘǎ ŀƴŘ /ƭŀǎǎƛŬŎŀǝƻƴ {ǘǳŘȅ 
/ƻƳƳƛǧŜŜ Ƙŀǎ ōŜŜƴ ŜǎǘŀōƭƛǎƘŜŘ ŀƴŘ 
ƳŜŜǝƴƎ ǊŜƎǳƭŀǊƭȅΦ  tƻǎƛǝƻƴ ŘŜǎŎǊƛǇǝƻƴǎ 
ǎƘŀƭƭ ōŜ ǊŜǾƛŜǿŜŘ ŀƴŘ ǳǇŘŀǘŜŘ ŘǳǊƛƴƎ ǘƘƛǎ 
ǇǊƻŎŜǎǎ ǿƛǘƘ ŀƴ ŜȄǇŜŎǘŜŘ ŎƻƳǇƭŜǝƻƴ ŘŀǘŜ 
ƻŦ hŎǘƻōŜǊ нлмфΦ рл҈ 

      9ƳǇƭƻȅŜŜ ǎǳǊǾŜȅ ŎƻƴŘǳŎǘŜŘ Cŀƭƭ нлму млл҈ 



Goal B: Workforce Development and Management  

Objective B.1 Implement and adopt a City-wide program for new employee onboarding versus employee orientation to provide new employees with a 

Action B.1.1 Create an onboarding program to be used for all new hires with the City of Dover. 

Action B.1.2 
Provide training to Department Heads and other key personnel to introduce the new onboarding pro-
gram which will include involvement of their individual departments. 

Action B.1.3 
Develop a consistent Exit Interview process to learn why employees are leaving our employ, assess the 
reasons, and make improvements as needed. 

Objective Outcome Measure National Employee Survey 

Objective Outcome Measure Turnover Analysis 

Objective Outcome Measure Exit Interviews 

Objective B.2 Develop a Management Training Series to increase management development in support of City of Dover goals and core values.

Action B.2.1 
Develop or outsource a training program encompassing ethics, safety, customer service, labor relations, 
performance evaluation, and labor law compliance. 

Action B.2.2 
Develop a training program supporting City of Dover desired supervisory skills for current and up-
coming management positions. 

Action B.2.3 Develop or outsource a management training program focusing on succession planning. 

Objective Outcome Measure National Employee Survey 

Objective Outcome Measure Human Resources Employee Survey 

Objective B.3 Create a mandatory training program series to be provided to all City of Dover employees on a consistent and regular basis fo

Action B.3.1 
Create a schedule of mandatory classes to be provided to all City employees identifying the type of 
training and the frequency required. 

Action B.3.2 
Create or outsource classes on the following topics: workplace violence, harassment, safety, and any 
others deemed necessary. 

Action B.3.3 
Create or outsource classes deemed essential or desirable, if not mandatory, on the following topics: 
ethics and various customer service topics. 

Objective Outcome Measure:  HR Audit  

Objective B.4 Improve communications regarding course / workshop offerings to all employees to increase and encourage career development op

Action B.4.1 
Send out training opportunities to òAll City Recipientsó and have information posted in conspicuous 
areas for those not having computer access. 

Action B.4.2 Re-establish a City-wide Newsletter to communicate training opportunities as a regular segment. 

Objective Outcome Measure National Employee Survey 

Objective Outcome Measure Human Resources Employee Survey 
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Timeline Responsibility Issue Status Progress 

wide program for new employee onboarding versus employee orientation to provide new employees with a sense of belonging thus increasing employee engagement. 
л҈ 

Short 
HR Dir &  

3 & 5 
    

HR Asst     

Provide training to Department Heads and other key personnel to introduce the new onboarding pro-
Short HR Dir 4 

    

Develop a consistent Exit Interview process to learn why employees are leaving our employ, assess the 
Short HR Dir 5 

    

      bƻ !Ŏǝƻƴ л҈ 

      bƻ !Ŏǝƻƴ л҈ 

      bƻ !Ŏǝƻƴ л҈ 

Develop a Management Training Series to increase management development in support of City of Dover goals and core values. р҈ 

Develop or outsource a training program encompassing ethics, safety, customer service, labor relations, 
Medium HR Dir 4 

    

Medium HR Dir 4 
    

Medium HR Dir 4 
    

      {ǳǇŜǊǾƛǎƻǊȅ ǘǊŀƛƴƛƴƎ ŎƻƴŘǳŎǘŜŘ aŀȅ нлмуΦ р҈ 

      9ƳǇƭƻȅŜŜ ǎǳǊǾŜȅ ŎƻƴŘǳŎǘŜŘ Cŀƭƭ нлмуΦ р҈ 

Create a mandatory training program series to be provided to all City of Dover employees on a consistent and regular basis for compliance with State and/or Federal law. оо҈ 

Short HR Dir 4 & 5 
    

Create or outsource classes on the following topics: workplace violence, harassment, safety, and any 
Short HR Dir 4 & 5 

    

Create or outsource classes deemed essential or desirable, if not mandatory, on the following topics: 
Medium HR Dir 4 

    

      

/ƭŀǎǎŜǎ ƘŀǾŜ ōŜŜƴ ƘŜƭŘ ŦƻǊ ǿƻǊƪǇƭŀŎŜ Ǿƛƻπ
ƭŜƴŎŜΣ ƘŀǊŀǎǎƳŜƴǘ ŀƴŘ ǎŀŦŜǘȅΦ hǘƘŜǊǎ ŀǊŜ 
ōŜƛƴƎ ǊŜǾƛŜǿŜŘ оо҈ 

Improve communications regarding course / workshop offerings to all employees to increase and encourage career development opportunities. рл҈ 

Send out training opportunities to òAll City Recipientsó and have information posted in conspicuous 
Medium HR Dir 4 

    

Medium Exec Asst 4 
    

      
9Ƴŀƛƭǎ ƘŀǾŜ ōŜŜƴ ǎŜƴǘ ǊŜƭŀǝǾŜ ǘƻ ǘǊŀƛƴƛƴƎ 
ƻǇǇƻǊǘǳƴƛǝŜǎ ŦǊƻƳ ¦bIΣ tǊƛƳŜȄΣ ŜǘŎΦ рл҈ 

      9ƳǇƭƻȅŜŜ ǎǳǊǾŜȅ ŎƻƴŘǳŎǘŜŘ Cŀƭƭ нлмуΦ рл҈ 
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Goal C: Organizational Excellence and Customer Service  

Objective C.1 Develop or acquire Human Resources Information Systems (HRIS) for greater efficiency and tracking of information in all areas

Action C.1.1 
Develop a database to accurately track and log information relating to FMLA, Disability and Workersõ 
Compensation leaves. 

Action C.1.2 
Acquire the use of a customized performance evaluation tracking system to accurately and efficiently 
track evaluation information. 

Action C.1.3 Develop or acquire a customized recruitment program to streamline the recruitment process. 

Action C.1.4 
Develop or acquire a customized onboarding program for improved indoctrination of new City em-
ployees. 

Objective Outcome Measure National Employee Survey 

Objective Outcome Measure Number of performance evaluations being conducted on or before due date 

Objective Outcome Measure HR Audit  

Objective C.2 Restructure the recruitment process to streamline the process and decrease the average number of days to fill a vacancy.

Action C.2.1 
Modify the application process to include a shorter / condensed employment application form. Modi-
fy the acceptable means for application submission. 

Action C.2.2 
Utilize electronic means to automate and/or decrease the turnover time for application review, inter-
view process and applicant follow-up. 

Objective Outcome Measure Average number of days to fill a vacancy 

Objective  C.3 Organize personnel files to ensure compliance with current laws relating to acceptable file contents, separation requirements

Action C.3.1 Increase the number of items covered during the orientation process, thus increasing the duration. 

Action C.3.2 
Contact the new hire approximately 2 ð 3 weeks after their start date to ascertain how things are going 
and to answer any questions. 

Action C.3.3 Work with Departments to ensure they assign a mentor to the new employee. 

Action C.3.4 Survey the new hire at 3 ð 6 months to determine how things are going. 

Action C.3.5 
Survey the employee after one year of employment to gauge the success (or not) of the onboarding 
process. 

Objective Outcome Measure:  National Employee Survey and Human Resources Employee Survey 

Objective Outcome Measure:  Turnover Analysis 

Objective Outcome Measure:  Exit Interviews 

Objective C.4 Provide regular and timely customer service training to all employees to emphasize the Cityõs core value of providing excelle

Action C.4.1 Develop or outsource training on customer service topics. 

Objective Outcome Measure National Citizens Survey 
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Human Resources 

Timeline Responsibility Issue Status Progress 

Develop or acquire Human Resources Information Systems (HRIS) for greater efficiency and tracking of information in all areas of human resources. сс҈ 

Develop a database to accurately track and log information relating to FMLA, Disability and Workersõ 
Short Exec Asst 1 & 5 

    

Acquire the use of a customized performance evaluation tracking system to accurately and efficiently 
Short HR Dir 1 & 5 

    

Medium HR Dir & HR Asst 1, 2 &5     

Develop or acquire a customized onboarding program for improved indoctrination of new City em-
Medium HR Dir & HR Asst 1, 3 & 5 

    

      9ƳǇƭƻȅŜŜ ǎǳǊǾŜȅ ŎƻƴŘǳŎǘŜŘ Cŀƭƭ нлму сс҈ 

      

!Ŏǝƻƴǎ /ΦмΦм ϧ /ΦмΦо - /ƻƳǇƭŜǘŜΤ /ΦмΦн - 
/ǳǊǊŜƴǘƭȅ ǿƻǊƪƛƴƎ ǿƛǘƘ {!.! ǘƻ ŘŜǾŜƭƻǇ κ 
ƛƳǇƭŜƳŜƴǘ ƻƴƭƛƴŜ ǇŜǊŦƻǊƳŀƴŎŜ ŜǾŀƭǳŀǝƻƴ 
ǘǊŀŎƪƛƴƎ ϧ /ΦмΦп - hǇŜƴ сс҈ 

      
/ǳǊǊŜƴǘ ǘŜǎǝƴƎ ŀƴŘ Ǉƛƭƻǘ Ǌǳƴǎ ōŜƛƴƎ Ŏƻƴπ
ŘǳŎǘŜŘ ƛƴ {!.! ǎƻƊǿŀǊŜ сс҈ 

Restructure the recruitment process to streamline the process and decrease the average number of days to fill a vacancy. млл҈ 

Modify the application process to include a shorter / condensed employment application form. Modi-
Short Exec Asst 2 & 5 

    

Utilize electronic means to automate and/or decrease the turnover time for application review, inter-
Medium HR Dir & Exec Asst 2 

    

      /ƻƳǇƭŜǘŜ млл҈ 

Organize personnel files to ensure compliance with current laws relating to acceptable file contents, separation requirements, and record retention. л҈ 

 Short HR Dir & HR Asst 3 
    

3 weeks after their start date to ascertain how things are going 
Short HR Dir 3 

    

Short HR Dir 3 
    

Short HR Dir 3 
    

Survey the employee after one year of employment to gauge the success (or not) of the onboarding 
Short HR Dir 3 

    

      9ƳǇƭƻȅŜŜ ǎǳǊǾŜȅ ŎƻƴŘǳŎǘŜŘ Cŀƭƭ нлму л҈ 

      bƻ !Ŏǝƻƴ л҈ 

      bƻ !Ŏǝƻƴ л҈ 

Provide regular and timely customer service training to all employees to emphasize the Cityõs core value of providing excellent customer-focused service. л҈ 

Medium HR Dir 4     

      bƻ !Ŏǝƻƴ л҈ 
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Goal D: Infrastructure and Technological Assets 

Objective D.1 Develop or acquire access to Human Resources Information Systems (HRIS) for greater efficiency and more usable data access in

Action D1.1 
Develop a database to accurately track and log information relating to FMLA, Disability and Workersõ 
Compensation leaves. 

Action D1.2 
Acquire the use of a customized performance evaluation tracking system to accurately and efficiently 
track evaluation information. 

Action  D1.3 Develop or acquire a customized recruitment program to streamline the recruitment process. 

Action  D1.4 
Develop or acquire a customized onboarding program for improved indoctrination of new City em-
ployees. 

Objective Outcome Measure National Employee Survey 

Objective Outcome Measure Number of performance evaluations being conducted on or before due date 

Objective Outcome Measure HR Audit  

Objective  D.2 Develop a database to electronically track employee training records for easy retrieval. 

Action   D2.1 
Develop a database to track employee education and training records to include the ability to add at-
tachments for copies of certificates and licenses.  Also, a tracking mechanism for expirations and re-
newal requirements. 

Objective Outcome Measure National Employee Survey 

Objective Outcome Measure Human Resources Employee Survey 

Objective Outcome Measure Exit Interviews 

Objective  D.3 Organize personnel files to ensure compliance with current laws relating to acceptable file contents, separation requirements

Action   D3.1 
Replace existing personnel file jackets with a multi-section folder for proper organization and separa-
tion requirements and legal compliance. 

Action   D3.2 
Manually scour through each employee personnel files to ensure they meet current compliance re-
quirements and make adjustments / corrections as needed. 

Action   D3.3 
Scan and keep electronic copies of retiree personnel files based on the retention requirements and in a 
legally acceptable electronic format. 

Objective Outcome Measure:  HR Audit  

Objective  D.4 
Purchase a òGuestó computer workstation for the Human Resources office to provide electronic access of material to new and cu
prove customer service. 

Action   D4.1 Offer electronic versions of the new onboarding program to reduce paper use. 

Action   D4.2 
Offer electronic Administrative Regulation review and acknowledgement access to employees to re-
duce the amount of paper used. 

Action   D4.3 
Offer the use of the workstation to potential applicants (when not in use by employees) that do not 
have access to a computer in order for them to be able to complete and employment application 
online and to submit the application electronically. 

Objective Outcome Measure National Employee Survey 

Objective Outcome Measure National Citizens Survey 
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Timeline Responsibility Issue Status Progress 

Develop or acquire access to Human Resources Information Systems (HRIS) for greater efficiency and more usable data access in all areas of HR. сс҈ 

Develop a database to accurately track and log information relating to FMLA, Disability and Workersõ 
Short Exec Asst 1 & 5 

    

Acquire the use of a customized performance evaluation tracking system to accurately and efficiently 
Short HR Dir 1 & 5 

    

Medium HR Dir & HR Asst 1, 2 &5 
    

Develop or acquire a customized onboarding program for improved indoctrination of new City em-
Medium HR Dir & HR Asst 1, 3 & 5 

    

     9ƳǇƭƻȅŜŜ ǎǳǊǾŜȅ ŎƻƴŘǳŎǘŜŘ Cŀƭƭ нлму сс҈ 

     5ŀǘŀōŀǎŜ ŎƻƳǇƭŜǘŜŘΣ Iw ǎƻƊǿŀǊŜ wCt ŀƴŘ ǊŜƭŜŀǎŜŘ сс҈ 

     Iw ǎƻƊǿŀǊŜ ƛǎ ōŜƛƴƎ ǘŜǎǘŜŘ κ ǇƛƭƻǘŜŘ ǇǊƛƻǊ ǘƻ Ǌƻƭƭ-ƻǳǘΦ сс҈ 

мл҈ 

Develop a database to track employee education and training records to include the ability to add at-
tachments for copies of certificates and licenses.  Also, a tracking mechanism for expirations and re-Long HR Dir 1 & 4 

    

      9ƳǇƭƻȅŜŜ ǎǳǊǾŜȅ ŎƻƴŘǳŎǘŜŘ Cŀƭƭ нлму мр҈ 

    

 ! ǾŜƴŘƻǊ Ƙŀǎ ōŜŜƴ ǎŜƭŜŎǘŜŘ ŦƻǊ ǘƘƛǎ ǘŀǎƪΦ  hƴŎŜ ǘƘŜ ǇŜǊŦƻǊπ
ƳŀƴŎŜ ŜǾŀƭǳŀǝƻƴ ǇǊƻŎŜǎǎ Ƙŀǎ ōŜŜƴ ǊƻƭƭŜŘ-ƻǳǘ ǘƘŜ ǇǊƻƧŜŎǘ 
ǘŜŀƳ ǿƛƭƭ ǿƻǊƪ ǿƛǘƘ ǘƘŜ ǾŜƴŘƻǊ ƻƴ ǘƘƛǎ ƳƻŘǳƭŜΦ мр҈ 

      bƻ !Ŏǝƻƴ л҈ 

Organize personnel files to ensure compliance with current laws relating to acceptable file contents, separation requirements, and record retention. р҈ 

section folder for proper organization and separa-
Short HR Dir & HR Asst 5 

    

Short HR Dir & HR Asst 5 
    

Scan and keep electronic copies of retiree personnel files based on the retention requirements and in a 
  HR Dir & HR Asst   

    

    
 !Ŏǝƻƴ 5оΦо - 9ƭŜŎǘǊƻƴƛŎ ŬƭŜ ŎŀōƛƴŜǘ Ƙŀǎ ōŜŜƴ ŎǊŜŀǘŜŘ ƛƴ 
¢ǊŜŜƴƻ ŀƴŘ ŬƭŜǎ ŀǊŜ ǎǘŀǊǝƴƎ ǘƻ ōŜ ǎŎŀƴƴŜŘΦ л҈ 

Purchase a òGuestó computer workstation for the Human Resources office to provide electronic access of material to new and current employees, as well as applicants to reduce paper and im-
рл҈ 

Short HR Dir 1 & 5     

Offer electronic Administrative Regulation review and acknowledgement access to employees to re-
Short HR Dir 1 & 5 

    

Offer the use of the workstation to potential applicants (when not in use by employees) that do not 
Short HR Dir 1, 2 & 5 

    

    
 hǇŜƴ - !Ŏǝƻƴ 5пΦо ƛǎ ƴƻ ƭƻƴƎŜǊ ƴŜŜŘŜŘ ŀǎ ŀƴƻǘƘŜǊ ƻǇǇƻǊπ
ǘǳƴƛǘȅ Ƙŀǎ ǊŜƴŘŜǊŜŘ ǘƘƛǎ ƴƻ ƭƻƴƎŜǊ ƴŜŜŘŜŘΦ млл҈ 

    л҈   ¢ƻ ōŜ ŎƻƳǇƭŜǘŜŘ Cŀƭƭ нлмф 
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Goal A: Public Information, Outreach, and Engagement  

Objective A.1 Aspire to provide the City of Dover, NH quality economic development solutions to assure superb quality of living while prese

Action A.1.1 Prepare and distribute the Economic Action of Dover Newspaper. 

Action A.1.2 Attend Chamber Government Affairs monthly meeting presentations. 

Action A.1.3 
Promote Dover at the Commercial Investment Board of Realtors monthly meetings for the Seacoast 
and another for NH statewide. Skyhaven Airport Advisory Board membership and participation with 
tri-city personnel. 

Action A.1.4 Attend NH Passenger Rail Transit Authority Advisory Board meetings in Concord. 

Action A.1.5 
Document Doverõs success through business attraction contacts, business journal ads, IN FOCUS 
Magazine free ink on Dover. 

Objective Outcome Measure Number of business attractions to Dover. 

Objective Outcome Measure Number of existing Dover businesses retained over time. 

Objective Outcome Measure Positive cache enjoyed by Dover with out of town and in-City respondents 

Goal B: Workforce Development and Management  

Objective B.1 Provide updated promotional assets website, literature, brochureware every two years. 

Action B.1.1 BIZEDConnect Program with the CTC GBCC and UNH 

Action B.1.2 Investigate Intern Program with UNH 

Action B.1.3 Intern Program discussions with GBCC business outreach dept. 

Action B.1.4 Seacoast Manufacturers Exchange participation. 

Objective Outcome Measure Number of Interns placed 

Objective B.2 Develop long range staff succession plan 

Action B.2.1 Identify staffing needs and develop roles and responsibilities for additional staffing as needed 

Action B.2.2 Increase City financial commitment to encompass additional staff 

Action B.2.3 
Retain Assistant Director to train with the expectation they can provide continuity when Director re-
tires 

Objective Outcome Measure Realistic Succession plan is developed and implemented 
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Economic Development 

Timeline Responsibility Issue Status Progress 

Aspire to provide the City of Dover, NH quality economic development solutions to assure superb quality of living while preserving its unique heritage. фо҈ 

Ongoing Director & Assistant 2     

Ongoing Director 2 & 4     

Promote Dover at the Commercial Investment Board of Realtors monthly meetings for the Seacoast 
and another for NH statewide. Skyhaven Airport Advisory Board membership and participation with Ongoing Director 2 & 4 

    

Ongoing Director 1 & 2     

Ongoing Director & Mayor 1, 2, & 4 
    

      

нл ƛƴ ŘƻǿƴǘƻǿƴΣ у ƛƴ ōǳǎƛƴŜǎǎ ǇŀǊƪǎ ƻǊ 
ƻǘƘŜǊ ŘŜǾŜƭƻǇƳŜƴǘǎΣ ǊŜǘŀƛƴŜŘ о ǘƘŀǘ ǿŜǊŜ 
ŎƘŀƭƭŜƴƎŜŘΦ [ƻǎǘ нΣ /ŀŎƘŜ ŀǘ ŀƴ ŀƭƭ ǝƳŜ 
ƘƛƎƘ фу҈ 

      с ул҈ 

      
hƴƎƻƛƴƎ млл҈ 

Timeline Responsibility Issue Status Progress 

оо҈ 

Ongoing 
Director, Board Members 
Guy Eaton, Scott John-

son. 
3 

    

Ongoing 
Director, Board Member 

Eaton 
3 

    

Ongoing 
Director, Warren Daniel 

SBDC 
3 

    

Ongoing Director 3     

      р оо҈ 

млл҈ 

Short Director, Board Chair All 
    

Short Director, Board  All 
    

Retain Assistant Director to train with the expectation they can provide continuity when Director re-
Medium Director, Board All 

    

      
tƭŀƴ ŘŜǾŜƭƻǇŜŘ ŦƻǊ C¸нл ƛƳǇƭŜƳŜƴǘŀǝƻƴ млл҈ 
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Goal C: Organizational Excellence and Customer Service  

Objective C.1 To be the leading champion and advocate for assuring that Doverõs economic development is robust and enduring.

Action C.1.1 Be responsive and responsible. 

Action C.1.2 Be Innovative and forward looking. 

Action C.1.3 Be approachable and transparent. 

Action C.1.4 Committed to high standards of performance. 

Objective Outcome Measure Positive Citizen feedback on Economic Development in Dover. 

Objective Outcome Measure Expansion in the Tax ratable base and job growth. 

Objective Outcome Measure ROI of $ production versus ED cost to the City. 

Objective C.2 Coordinate Economic Development strategic plan with DBIDA Three Year Strategic Intensions Plan.

Action C.2.1 Review Strategic Intentions Plan to identify where overlap exists in both plans. 

Action C.2.2 Develop implementation plan for completing Intentions Plans 

Action C.2.3 At the beginning of year 3, review successes and begin creation of next Intentions Plan 

Objective Outcome Measure Creation of new Strategic Intentions Plan which is coordinated with this plan 

Goal D: Infrastructure and Technological Assets 

Objective D.1 Provide updated promotional assets website, literature, brochureware every two years. 

Action D.1.1 Update, reprint flyers so they are available in an electronic format 

Action D.1.2 
Investigate software to allow in house design for update, reprint of rack cards and appropriate bro-
chure pages. 

Action D.1.3 Update, reprint appropriate brochure pages and rack cards. 

Action D.1.4 Replace each laptop and Ipad every five years. 

Objective Outcome Measure Inventory of up-to-date materials 

Objective Outcome Measure Highly functional digital equipment. 
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Timeline Responsibility Issue Status Progress 

To be the leading champion and advocate for assuring that Doverõs economic development is robust and enduring. рл҈ 

ongoing Director and Board All 
    

ongoing Director and Board 1 & 3 
    

ongoing Director and Board 1 
    

ongoing Director and Board All 
    

      ±ŜǊȅ tƻǎƛǝǾŜ CŜŜŘōŀŎƪ  млл҈ 

      
hƴƭȅ ƭƛƳƛǘŜŘ ōȅ ŀǾŀƛƭŀōƭŜ ǇǊƻǇŜǊǝŜǎ ŀƴŘ 
ƴŜǿ ōǳƛƭŘƛƴƎ ŎƻǎǘǎΦ tƭŀƴ ŎƻƻǊŘƛƴŀǝƻƴ ŎƻƳπ
ǇƭŜǘŜ нр҈ 

      Ϸнлл aƛƭƭƛƻƴ нр҈ 

Coordinate Economic Development strategic plan with DBIDA Three Year Strategic Intensions Plan. млл҈ 

ongoing Director and Board All 
    

Short Director and Board All 
    

Short Director and Board All 
    

      /ƻƳǇƭŜǘŜŘ млл҈ 

Timeline Responsibility Issue Status Progress 

млл҈ 

Ongoing ED Assistant 1 & 4     

Short Director 1 & 2 
    

Ongoing ED Assistant 1 & 4     

Short Director 1 & 4     

      /ƻƳǇƭŜǘŜŘ млл҈ 

      
{ƻŎƛŀƭ ƳŜŘƛŀ Ŧǳƭƭȅ ǳǝƭƛȊŜŘΣ ƘǧǇΥκκ
ǿǿǿΦƭƻŎŀǘŜƛƴŘƻǾŜǊƴƘΦŎƻƳκ ǝŜŘ ƛƴǘƻ /Lπ
.hw ǇǊƻǇŜǊǝŜǎ ƭƛǎǘǎ млл҈ 
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Goal A: Public Information, Outreach, and Engagement  

Objective A.1 The Department will provide timely and useful financial information for decision-making. 

Action  A.1.1 
Undertake a comprehensive review of existing Financial Audit timeline and completion of Cityõs 
CAFR (Comprehensive Annual Financial Report) 

Action A.1.2 
Update City Investment Policy, Trustees Investment Policy and implement industry investment bench-
marks  

Action A.1.3 Provide monthly Financial Reports to City Council, Boards and Commissions 

Action A.1.4 
Annually review and appropriately revise City Financial Policies to meet current financial industry best 
practices and report annually on compliance with these policies.  

Objective Outcome Measure Develop and implement a new audit schedule 

Objective Outcome Measure Updated Policies implemented 

Objective Outcome Measure 
Timely Budget to Actual reports posted in Treeno and reports provided to DBIDA, DUC, and 
Trustees of Trust Funds 

Objective Outcome Measure Provide an annual Financial Policies Scorecard   
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Timeline Responsibility Issue Status Progress 

 фл҈ 

Short Department 2 & 4 
    

Update City Investment Policy, Trustees Investment Policy and implement industry investment bench-
Short 

Treasurer/Finance Direc-
tor 

2 
    

Ongoing Accounting 2     

Annually review and appropriately revise City Financial Policies to meet current financial industry best 
Ongoing Department 2 

    

      
{ŎƘŜŘǳƭŜ ŘŜǾŜƭƻǇŜŘ ǿƛǘƘ ŀǳŘƛǘƻǊΣ /!Cw 
ǇǊŜǎŜƴǘŜŘ ǘƻ /ƛǘȅ /ƻǳƴŎƛƭ ƛƴ WŀƴǳŀǊȅ млл҈ 

      

¢ǊǳǎǘŜŜǎϥ Lt{ ǳǇŘŀǘŜŘ ǿƛǘƘ ōŜƴŎƘƳŀǊƪǎΦ 
hōǘŀƛƴŜŘ ŜȄŀƳǇƭŜ ǇƻƭƛŎƛŜǎ ŦƻǊ /ƛǘȅ CǳƴŘǎ 
Lt{Φ /ƛǘȅ CǳƴŘǎ Lt{ tǊƛƻǊƛǘȅ ŦƻǊ нлмфΦ сс҈ 

Timely Budget to Actual reports posted in Treeno and reports provided to DBIDA, DUC, and 
      

LƴǘŜǊƴŀƭ ǇǊƻŎŜǎǎŜǎ ǊŜǾƛǎŜŘ ǘƻ ŎƻƴǎƛǎǘŜƴǘƭȅ 
ǇǊƻǾƛŘŜ ǊŜǉǳƛǊŜŘ ŎƻƳƳƛǎǎƛƻƴǎ ŬƴŀƴŎƛŀƭ 
ǊŜǇƻǊǘǎΦ ¦ǝƭƛȊƛƴƎ ¢ǊŜŜƴƻ ǎȅǎǘŜƳ ǘƻ ǇǊƻǾƛŘŜ 
ŬƴŀƴŎƛŀƭ ǊŜǇƻǊǘǎ ǘƻ ¢ǊǳǎǘŜŜǎ ƻŦ ¢Ǌǳǎǘ 
CǳƴŘǎΦ  aƻƴǘƘƭȅ .±!ǎ ǇƻǎǘŜŘ ǘƻ ¢ǊŜŜƴƻΣ ƛƴ 
нлмф ƴŜŜŘ ǘƻ ǿƻǊƪ ƻƴ Řŀǘŀ ƅƻǿ ŦǊƻƳ ŘŜπ
ǇŀǊǘƳŜƴǘǎ ŦƻǊ Ŏƻǎǘ ŀƭƭƻŎŀǝƻƴ ŜƴǘǊƛŜǎΦ фр҈ 

      
{ŎƻǊŜŎŀǊŘ C¸нлму /ƻƳǇƭŜǘŜŘ ŀƴŘ ǇǊŜǎŜƴǘπ
ŜŘ ǘƻ /ƛǘȅ /ƻǳƴŎƛƭ млл҈ 



Goal B: Workforce Development and Management  

Objective B.1 Develop and empower employees to continue to improve the effectiveness in serving City stakeholders.

Action B.1.1 
Perform annual performance evaluations and identify at least three tangible work goals for the upcom-
ing year to increase employee knowledge, skills and abilities. 

Action B.1.2 
Increase employeesõ engagement by including in departmental decision making meetings and regular 
communication. 

Action B.1.3 
Promote regular supervisory and department head communication within organizational levels regard-
ing work performance expectations, work assignments, and succession planning. 

Action B.1.4 
Prepare staff for career advancement by providing mentoring and opportunities for strengthening lead-
ership skills. 

Objective Outcome Measure For each position update annual performance benchmarks. 

Objective Outcome Measure Development and utilization of feedback process 

Objective Outcome Measure Continued use of Office Hours and consistent use of Monthly staff meetings.  

Objective Outcome Measure Establishment of hierarchy and succession plan for key positions. 

Objective B.2 Develop budget strategies that are long term in nature and focus on sustainability. 

Action  B.2.1 
Conduct annual budgeting with a realistic approach to assigning resources to programs and budgeting 
revenues conservatively. 

Action B.2.2 
Identify opportunities to generate more revenue and/or new stable funding streams that will help sup-
plement or leverage traditional revenue streams. 

Action  B.2.3 Identify opportunities to reduce spending. 

Objective Outcome Measure On an annual basis in January review the departmentõs proposed budget and fee schedule. 

Objective Outcome Measure Document exploration of all opportunities to generate more revenue 

Objective Outcome Measure On a monthly basis monitor budget expenditures and status. 

Building it Better: Improvement Through Metrics 
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Timeline Responsibility Issue Status Progress 

Develop and empower employees to continue to improve the effectiveness in serving City stakeholders. рл҈ 

Perform annual performance evaluations and identify at least three tangible work goals for the upcom-
Ongoing 

Finance Director and Di-
vision Supervisors 

3 
    

Increase employeesõ engagement by including in departmental decision making meetings and regular 
Ongoing 

Finance Director and Di-
vision Supervisors 

3 
    

Promote regular supervisory and department head communication within organizational levels regard-
Ongoing 

Finance Director/Division 
Supervisors 

3 & 4 
    

Prepare staff for career advancement by providing mentoring and opportunities for strengthening lead-
Ongoing 

Finance Director and Di-
vision Supervisors 

3 & 4 
    

      tǊƛƻǊƛǘȅ ŦƻǊ нлмф ŦƻǊ ŀƭƭ ŘŜǇŀǊǘƳŜƴǘ ŘƛǾƛπ
ǎƛƻƴǎ рл҈ 

      
wŜǾƛǎƛǘ ƛƴ нлмф ŀƴŘ ŎƻƳƳǳƴƛŎŀǘŜ ǘƻ ŜƳπ
ǇƭƻȅŜŜǎ ŀǾŜƴǳŜǎ ǘƻ ǇǊƻǾƛŘŜ ƛƴǇǳǘ ŀƴŘ 
ŦŜŜŘōŀŎƪ рл҈ 

      

нлмф ǇǊƛƻǊƛǘȅ ǘƻ ƛƳǇƭŜƳŜƴǘ ǎǘŀũ ƳŜŜǝƴƎ 
ǎŎƘŜŘǳƭŜ ŦƻǊ ŘƛǾƛǎƛƻƴǎ ǘƘŀǘ ŘƛǊŜŎǘƭȅ ǎŜǊǾƛŎŜ 
ŎǳǎǘƻƳŜǊǎ ŘǳǊƛƴƎ Ŏƛǘȅ Ƙŀƭƭ ƘƻǳǊǎ рл҈ 

      

wŜŎŜƴǘƭȅ ǇǊƻƳƻǘŜŘ ǎǳǇŜǊǾƛǎƻǊȅ Ǉƻǎƛǝƻƴǎ 
ŀǊŜ ǎŎƘŜŘǳƭŜŘ ǘƻ ŀǧŜƴŘ ǎǳǇŜǊǾƛǎƻǊȅ ǘǊŀƛƴπ
ƛƴƎ ǎŜǎǎƛƻƴǎΦ  CƻŎǳǎ ƛƴ нлмф ŎƻƴǝƴǳŜǎ ǘƻ 
ōŜ ǇǊƻǾƛŘŜ ŜŀŎƘ ŘŜǇŀǊǘƳŜƴǘ ŜƳǇƭƻȅŜŜ 
ǿƛǘƘ м ŜȄǘŜǊƴŀƭ ǘǊŀƛƴƛƴƎ ǎŜǎǎƛƻƴΦ  рл҈ 

млл҈ 

Conduct annual budgeting with a realistic approach to assigning resources to programs and budgeting 
Ongoing Finance Director 4 

    

Identify opportunities to generate more revenue and/or new stable funding streams that will help sup-
Ongoing Finance Director 4 

    

Ongoing Department 4     

       
/ƻƳǇƭŜǘŜŘ ŦƻǊ C¸нл млл҈ 

      
/ƻƳǇƭŜǘŜŘ ŦƻǊ C¸нл млл҈ 

      hƴƎƻƛƴƎ млл҈ 
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Goal B: Workforce Development and Management  

Objective B.3 Provide and fund training opportunities for employees to sharpen existing skills and/or develop knowledge to provide professi

Action  B.3.1 
Develop a department training team to promote volunteer cross-training opportunities outside the 
scope of regular job duties to support professional development. 

Action B.3.2 Expand understanding and knowledge in all areas of the department to effectively serve constituencies.

Action  B.3.3 Tap into in-house expertise to share knowledge of practice areas. 

Action B.3.4 Use mentoring programs to strengthen leadership skills. 

Action  B.3.5 Develop a master training calendar to advertise and coordinate trainings. 

Objective Outcome Measure 
Annually review each staff member and establish opportunities to perform work they normally 
donõt conduct. 

Objective Outcome Measure 
Conduct quarterly topical sessions to allow staff to understand Ordinances, Code or Statutes 
they have not been exposed to previously for department functions 

Objective Outcome Measure One staff meeting a month has a training element 

Objective Outcome Measure One team bonding exercise every 6 months 

Objective Outcome Measure Training calendar is created in Outlook shared calendar 

Building it Better: Improvement Through Metrics 
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Timeline Responsibility Issue Status Progress 

Provide and fund training opportunities for employees to sharpen existing skills and/or develop knowledge to provide professional growth and improve service to stakeholders. нп҈ 

Short Department All 
    

Expand understanding and knowledge in all areas of the department to effectively serve constituencies. Short 
Finance Director and Di-

vision Supervisors 
All 

    

Ongoing Finance Director 3     

Short 
Finance Director and Di-

vision Supervisors 
3 

    

Short Department, IT 3 
    

Annually review each staff member and establish opportunities to perform work they normally 
      

tǊƛƻǊƛǘȅ ŦƻǊ нлмф ŦƻǊ ŀƭƭ ŘŜǇŀǊǘƳŜƴǘ ŘƛǾƛπ
ǎƛƻƴǎ 

нл҈ 

Conduct quarterly topical sessions to allow staff to understand Ordinances, Code or Statutes 
      

tǊƛƻǊƛǘȅ ŦƻǊ нлмф ŦƻǊ ŀƭƭ ŘŜǇŀǊǘƳŜƴǘ ŘƛǾƛπ
ǎƛƻƴǎ 

нл҈ 

      
tǊƛƻǊƛǘȅ ŦƻǊ нлмф ŦƻǊ ŀƭƭ ŘŜǇŀǊǘƳŜƴǘ ŘƛǾƛπ
ǎƛƻƴǎ 

л҈ 

      

5ŜǇŀǊǘƳŜƴǘ ŜƳǇƭƻȅŜŜǎ ƘŀǾŜ ǘŀƪŜƴ ŀŘπ
ǾŀƴǘŀƎŜ ƻŦ wŜŎǊŜŀǝƻƴ CƛǘƴŜǎǎ ŦŀŎƛƭƛǘȅΣ ǇǊƻπ
ǾƛŘŜǎ ǇƘȅǎƛŎŀƭ ōŜƴŜŬǘ ŀƴŘ ŜƳǇƭƻȅŜŜ ōƻƴŘπ
ƛƴƎΦ !ŘŘƛǝƻƴŀƭ ƻǇǇƻǊǘǳƴƛǝŜǎ ŀǊŜ ŀ ǇǊƛƻǊƛǘȅ 
ŦƻǊ нлмф ŦƻǊ ŀƭƭ ŘŜǇŀǊǘƳŜƴǘ ŘƛǾƛǎƛƻƴǎ 

сс҈ 

      
tǊƛƻǊƛǘȅ ŦƻǊ нлмф ŦƻǊ ŀƭƭ ŘŜǇŀǊǘƳŜƴǘ ŘƛǾƛπ
ǎƛƻƴǎ 

мр҈ 
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Goal C: Organizational Excellence and Customer Service  

Objective C.1 Encourage employee discussion to evaluate processes and procedures to improve customer service.

Action   C.1.1 
Evaluate Finance Departments in similar municipalities and identify processes and functions in our 
department that can be improved for customer service 

Action  C.1.2 Survey staff to identify tasks, processes or workflows that are inhibited by a lack of collaboration. 

Action  C.1.3 
Provide assistance and input for completion of Customer Service Center on ground floor of City Hall 
and relocation of relevant divisions. 

Objective Outcome Measure 
Feedback obtained from municipalities and appropriately integrated into Department work-
flows 

Objective Outcome Measure Survey of staff completed and tasks, processes or workflows reviewed and revised. 

Objective Outcome Measure 
Completion of Customer Service Center and relocation of City Clerk/Tax Collection and  
Utility Billing offices.  

Objective C.2 Continually assess customer feedback to ensure that the department is run efficiently, and comprehensive and accurate informa

Action C.2.1 
Maintain front-counter and phone coverage Monday through Friday during open hours by maintaining 
appropriate staff levels 

Action C.2.2 Return all phone calls and emails within 1 business day 

Action C.2.3 Create a customer service training manual and provide annual training on customer service functions. 

Action C.2.4 
Ensure customers have an understanding of department processes (motor vehicle registrations, mar-
riage licenses, and State vital records) and know what to expect when they submit an application. 

Action C.2.5 Track customer complaints and bring resolution to problematic areas. 

Objective Outcome Measure Document customer feedback and implementation of corrective actions 

Objective Outcome Measure Create good handouts describing processes and applications.  

Objective Outcome Measure Create customer service manual and track employee training  

Objective C.3 Work with Departments to better understand their processes and evaluate ways to strengthen their compliance with internal con

Action  C.3.1 
Invite department representatives to staff meetings to discuss specific functions that demonstrate the 
need for process improvement 

Action   C.3.2 
Establish periodic meetings with each City department to proactively review upcoming projects and/or 
existing challenges complying with internal control policies. 

Objective Outcome Measure Implementation of process improvements and compliance 
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Timeline Responsibility Issue Status Progress 

Encourage employee discussion to evaluate processes and procedures to improve customer service. рт҈ 

Evaluate Finance Departments in similar municipalities and identify processes and functions in our 
Ongoing Finance Director 2 & 3 

    

Short Finance Director 3 & 4     

Provide assistance and input for completion of Customer Service Center on ground floor of City Hall 
Short Department 1 

    

Feedback obtained from municipalities and appropriately integrated into Department work-
    

 ¦ǝƭƛȊŜ bIDCh! [ƛǎǘǎŜǊǾ ǘƻ ƻōǘŀƛƴ ŎƻƳǇŀǊŀǝǾŜ ŘŀǘŀΦ Lƴ нлмф 
ƻōǘŀƛƴ ǎŜƭŜŎǘ Řŀǘŀ ŦƻǊ ǿƻǊƪƅƻǿ ǊŜǾƛŜǿǎΦ ¦ǝƭƛȊŜ ƛƴŘŜǇŜƴŘŜƴǘ 
ŀǳŘƛǘƻǊ ŬǊƳ ŦŜŜŘōŀŎƪ ƻƴ ǇǊƻŎŜŘǳǊŜǎ ǘƻ ƛƳǇǊƻǾŜ ǇǊƻŎŜǎǎΦ 

рл҈ 

    
 LŘŜƴǝŬŜŘ ǎƻƳŜ ǘŀǎƪǎ ŀǎ ŀ ǊŜǎǳƭǘ ƻŦ ƻŶŎŜ ƳƻǾŜǎ ŦƻǊ /ǳǎǘƻƳŜǊ 
{ŜǊǾƛŎŜ /ŜƴǘŜǊΦ tǊƛƻǊƛǘȅ ŦƻǊ нлмф 

нр҈ 

    
 /ǳǎǘƻƳŜǊ {ŜǊǾƛŎŜ ŎŜƴǘŜǊ ƛǎ ƻǇŜǊŀǝƻƴŀƭΦ ²ƻǊƪƅƻǿ ǳǝƭƛȊŜ ƻŦ 
ŀǊŜŀ ōŜƛƴƎ ǊŜǾƛŜǿŜŘ ŀǎ Ǿŀǳƭǘǎ ŀƴŘ ǎǘƻǊŀƎŜ ŀǊŜŀǎ ŀǊŜ ƻǊƎŀƴƛȊŜŘ 

фр҈ 

Continually assess customer feedback to ensure that the department is run efficiently, and comprehensive and accurate information is provided. пт҈ 

counter and phone coverage Monday through Friday during open hours by maintaining 
Ongoing Finance Director 4 

    

Ongoing Department 4     

Create a customer service training manual and provide annual training on customer service functions. Short Department 1     

Ensure customers have an understanding of department processes (motor vehicle registrations, mar-
Short City Clerk/Tax Collector 1, & 4 

    

Ongoing 
Finance Director/Division 

Supervisors 
4 

    

    

 wŜǾƛŜǿŜŘ ǊŜǎǳƭǘǎ ƻŦ /ƛǝȊŜƴǎϥ ǎǳǊǾŜȅ ǿƛǘƘ ŜƳǇƭƻȅŜŜǎΦ tǊƛƻǊƛǘȅ 
ŦƻǊ нлмф ƛǎ ǘƻ ƛƳǇƭŜƳŜƴǘ ŎƻƳƳŜƴǘ ŎŀǊŘǎ ǘƻ ōŜ ŀǾŀƛƭŀōƭŜ ƛƴ 
ŜŀŎƘ ŘƛǾƛǎƛƻƴΦ 

сс҈ 

    

hōǘŀƛƴŜŘ ƭƛǎǘ ƻŦ ǇƘƻƴŜ ŀƴŘ ŎƻǳƴǘŜǊ ǉǳŜǎǝƻƴǎ ǘƻ ŘŜǾŜƭƻǇ ŘƻŎπ
ǳƳŜƴǘΦ tǊƛƻǊƛǘȅ ŦƻǊ нлмф ǘƻ ƛƳǇǊƻǾŜ ŦƻǊƳǎ ŀƴŘ Řŀǘŀ ƻƴ /ƛǘȅ 
ǿŜōǎƛǘŜΦ 

рл҈ 

    

 9ƳǇƭƻȅŜŜ ŎǳǎǘƻƳŜǊ ǎŜǊǾƛŎŜ ǘǊŀƛƴƛƴƎ ǇǊƻǾƛŘŜŘΦ  /ƛǘȅ /ƭŜǊƪκ¢ŀȄ 
/ƻƭƭŜŎǝƻƴ ƻŶŎŜ ǎŜǊǾƛŎŜ Ƴŀƴǳŀƭ ŘƻŎǳƳŜƴǘ ǳǇŘŀǘŜ ŀ ǇǊƛƻǊƛǘȅ 
ŦƻǊ нлмф 

сс҈ 

Work with Departments to better understand their processes and evaluate ways to strengthen their compliance with internal controls and administrative policies. тр҈ 

Invite department representatives to staff meetings to discuss specific functions that demonstrate the 
Ongoing Finance Director 3 & 4 

    

Establish periodic meetings with each City department to proactively review upcoming projects and/or 
Ongoing Finance Director 3 & 4 

    

    

тр҈   aŜŜǝƴƎǎ ǿƛǘƘ /{ ŦƻǊ /Lt ǇǊƻƧŜŎǘ ǿƻǊƪƅƻǿǎΣ Cϧw ŦƻǊ !Ƴōǳπ
ƭŀƴŎŜ ōƛƭƭƛƴƎΦ  5ŜǾŜƭƻǇŜŘ ǇǊƻŎŜǎǎ ŦƻǊ ŘǊŀǿŘƻǿƴ ƻŦ ŎŀǇƛǘŀƭ ǊŜπ
ǎŜǊǾŜ ŦǳƴŘǎΦ CƻŎǳǎ ŦƻǊ нлмф ǿƛƭƭ ŎƻƴǝƴǳŜǎ ǘƻ ōŜ /Lt ǇǊƻƧŜŎǘǎ 
ŀƴŘ ƎǊŀƴǘ ŀǿŀǊŘǎΦ tǳǊŎƘŀǎƛƴƎ млм ǎŜǎǎƛƻƴǎ ōŜƛƴƎ ƘŜƭŘ ƛƴ нлмфΦ 
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Goal D: Infrastructure and Technological Assets 

Objective D.1 Enhance the effectiveness of GIS to support tax assessment mapping needs and providing customers with better access and use o

Action D.1.1 Continue to educate community on the availability of the Map Geo application  

Action  D.1.2 Support development of Current Use map layer  

Action D.1.3 Support creation of digital tax maps 

Objective Outcome Measure 
Development of outreach materials and demonstration video promoted via Media Services. 
Updated map of projects the day after an Agenda is completed  

Objective Outcome Measure Development of Current Use map layer 

Objective Outcome Measure Development of digital tax maps and connecting with MapGeo for public use.  

Objective  D.2 Continue to maintain and keep data current on the Department website. 

Action D.2.1 
Evaluate the departmentõs website to establish consistency in presentation of information and improve 
functionality. 

Action  D.2.2 
Continue to provide relevant information and effectively address routine customer questions for de-
partment services and processes. 

Objective Outcome Measure Problem areas are identified and improvements made to website 

Objective Outcome Measure 
Establish list of FAQs and recurring phone inquiries and incorporate relevant information on 
website 

Objective  D.3 Continue to expand the use of information technologies and services to provide operational efficiencies

Action D.3.1 Implement online Property Tax and Utility billing and payment functions.  

Action  D.3.2 
Identify technology types to improve acceptance of credit cards as an available payment method for 
over the counter and online payments. 

Action D.3.3 Create interactive application form for tax exemption filings 

Action D.3.4 Through budget process fund the replacement and implementation of a new CAMA system. 

Objective Outcome Measure 
Functional use of eCommerce module of Govern software by department and members of the 
public 

Objective Outcome Measure Adoption and Implementation of relevant technology 

Objective Outcome Measure Functional form available for public use 

Objective Outcome Measure New CAMA software has been purchased and implemented 
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Timeline Responsibility Issue Status Progress 

Enhance the effectiveness of GIS to support tax assessment mapping needs and providing customers with better access and use of tax assessment data со҈ 

Short Department, IT 2 & 5     

Medium Department, IT 2 & 5     

Ongoing Department, IT 2 & 5     

Development of outreach materials and demonstration video promoted via Media Services. 
    

²ǊƛǧŜƴ ƛƴǎǘǊǳŎǝƻƴǎ ŘŜǾŜƭƻǇŜŘ ǿƛǘƘ L¢ 5ŜǇŀǊǘƳŜƴǘΦ CƛƴŀƴŎŜ 
ǇŜǊǎƻƴƴŜƭ ǇǊƻǾƛŘŜŘ ƛƴǎǘǊǳŎǝƻƴǎ ŦƻǊ ǳǎŜ ƻŦ aŀǇDŜƻΦ  Cƻƭƭƻǿ 
ǳǇ ǊŜǉǳƛǊŜŘ ǿƛǘƘ aŜŘƛŀ {ŜǊǾƛŎŜǎ ŦƻǊ ǾƛŘŜƻ ŘŜƳƻΦ 

тр҈ 

    
aŜŜǘ ǿƛǘƘ L¢ 5ŜǇŀǊǘƳŜƴǘ ƛƴ нлмф ǘƻ ŬƴŀƭƛȊŜ ŀŘŘƛǝƻƴŀƭ ƳŀǇ 
Řŀǘŀ ƭŀȅŜǊǎ 

нл҈ 

    aŀǇǎ ŎƻƳǇƭŜǘŜŘ ŀƴŘ ƛƴ Ŭƴŀƭ ǊŜǾƛŜǿ фр҈ 

со҈ 

Evaluate the departmentõs website to establish consistency in presentation of information and improve 
Short Finance Director 2 

    

Continue to provide relevant information and effectively address routine customer questions for de-
Ongoing Division Supervisors 2 

    

    hƴƎƻƛƴƎ ƛƴ нлмф тр҈ 

Establish list of FAQs and recurring phone inquiries and incorporate relevant information on 
    

[ƛǎǘ ƻŦ C!vǎ ŦǊƻƳ ǇƘƻƴŜ ŀƴŘ ƻǾŜǊ ǘƘŜ ŎƻǳƴǘŜǊ ƛƴǘŜǊŀŎǝƻƴ ǿƛǘƘ 
ŎǳǎǘƻƳŜǊǎ ŎƻƳǇƛƭŜŘΦ Lƴ нлмф ƛƳǇƭŜƳŜƴǘ ǊŜƭŜǾŀƴǘ Řŀǘŀ ƛƴǘƻ 
ǿŜōǎƛǘŜ рл҈ 

Continue to expand the use of information technologies and services to provide operational efficiencies оф҈ 

Short Finance Director, IT 4 
    

Identify technology types to improve acceptance of credit cards as an available payment method for 
Short Treasurer, IT 4 

    

Medium Tax Assessment, IT 4 
    

Medium Tax Assessment, IT 5 
    

Functional use of eCommerce module of Govern software by department and members of the 
    

 5ŀǘŀ ƛǎ ŀǾŀƛƭŀōƭŜ ƻƴƭƛƴŜΣ ƴŜŜŘ ǘƻ ƛƳǇƭŜƳŜƴǘ ǇŀȅƳŜƴǘ ǾŜƴŘƻǊ 
ǘƻ ǘƘŜ ŀǇǇƭƛŎŀǝƻƴΦ /ƛǘȅ /ƭŜǊƪκ¢ŀȄ /ƻƭƭŜŎǝƻƴ ǇǊƻǾƛŘŜǎ ƻƴƭƛƴŜ 
ǾŜƘƛŎƭŜ ǊŜƎƛǎǘǊŀǝƻƴ ŀƴŘ ŘƻƎ ƭƛŎŜƴǎƛƴƎ ǊŜƴŜǿŀƭǎΦ 

сс҈ 

    

 wŜŎǊŜŀǝƻƴ ƛǎ ƭƛǾŜ ŦƻǊ ƻǾŜǊ ŎƻǳƴǘŜǊ ŀǘ aŎ/ƻƴƴŜƭƭ /ŜƴǘŜǊ ƭƻŎŀπ
ǝƻƴǎΦ /ƛǘȅ /ƭŜǊƪκ¢ŀȄ /ƻƭƭŜŎǝƻƴ ƛǎ ƛƴ ǘŜǎǝƴƎ ƳƻŘŜ ŦƻǊ ƻǾŜǊ ǘƘŜ 
ŎƻǳƴǘŜǊ ŦƻǊ ǾŜƘƛŎƭŜ ǊŜƎƛǎǘǊŀǝƻƴǎ ŀƴŘ ŘƻƎ ƭƛŎŜƴǎƛƴƎΦ /{ wŜŎȅπ
ŎƭƛƴƎ ƛƴ ǇǊƻŎŜǎǎΦ 

сс҈ 

    
нлмф ƳŜŜǘ ǿƛǘƘ L¢ ǘƻ ŎƻƭƭŀōƻǊŀǘŜ ƻƴ ƳŀƴƴŜǊ ōŜǎǘ ƛƳǇƭŜƳŜƴǘπ
ŜŘ ǘƻ ŎƻƳǇƭŜǘŜ ƻōƧŜŎǝǾŜ л҈ 

    нр҈ 
Lƴ нлмф ǎŎƘŜŘǳƭŜ ƻǇǇƻǊǘǳƴƛǝŜǎ ŦƻǊ ŘŜƳƻǎΣ Ŧƻƭƭƻǿ ǳǇ ǿƛǘƘ /ƛǘȅ 
L¢ 5ŜǇŀǊǘƳŜƴǘ ǘƻ ŘŜǾŜƭƻǇ ǝƳŜƭƛƴŜ ŦƻǊ ƛƳǇƭŜƳŜƴǘŀǝƻƴΦ 
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Goal A: Public Information, Outreach, and Engagement  

Objective A.1 
Enhance the effectiveness of GIS to support mapping and geographic analysis needs, create better linkages between property re
use 

Action  A.1.1 Expand outreach via listening tours to interact with neighborhoods and stakeholders 

Action A.1.2 
Substantially expand educational and training resources and communicate the benefits of employing 
best planning practices, models, and tools  

Action A.1.3 Educate and give the public opportunities for feedback regarding the service the department provides.

Action A.1.4 
Explore mechanisms by which department communicates with a focus on enhancing our ability to 
reach out through customer friendly methods. 

Objective Outcome Measure Detailed report of listening tours 

Objective Outcome Measure 
At least six times a year present to a community group how land use planning adds value to 
the community or respond to specific issues 

Objective Outcome Measure Publish and e distribute a department newsletter on a periodic basis. 

Objective Outcome Measure Annually, update City Council on Master Plan activities 

Objective Outcome Measure 
Updated and consistent use of traditional and modern media, and a visible presence at com-
munity events. 

Objective A.2 The Department will enhance and expand its ability to provide timely and useful information for decision

Action  A.2.1 
 Undertake a comprehensive review of existing procedures and practices for improvement in effective-
ness and efficiency 

Action A.2.2 Improve the availability and timeliness of digital map products and data for decision making processes

Action A.2.3 
Explore the development of potential new interactive themes and functions for external users of 
MapGeo 

Action A.2.4 
Implement a program to scan, archive and catalog old files to insure thousands of old files and plan-
ning cases are much more secure, accessible and organized.  

Action A.2.5 
Through effective communication efforts continually work to make the planning department more ac-
cessible and transparent to the public. 

Objective Outcome Measure Development of publically accessible SOPs within Development Handbook 

Objective Outcome Measure Update themed maps available for use and review 

Objective Outcome Measure Update of MapGeo to include new themes and functions 

Objective Outcome Measure 
All reports, and applications from 1990 forward are online in a logical and accessible manner, 
and all maps in the department are scanned and available.  
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Timeline Responsibility Issue Status Progress 

Enhance the effectiveness of GIS to support mapping and geographic analysis needs, create better linkages between property records and electronic documents in Treeno for public access and 
ру҈ 

Short Planners 5 & 8 
    

Substantially expand educational and training resources and communicate the benefits of employing 
Medium ACM 5 

    

Educate and give the public opportunities for feedback regarding the service the department provides. Ongoing Planners 2 & 5     

Short Planners 5 
    

      tǊƛƻǊƛǘȅ ƻŦ нлмф л҈ 

At least six times a year present to a community group how land use planning adds value to 
      

/ƘŀƳōŜǊ Ȅ пΣ ²hYv Ȅ нΣ 5ƻǾŜǊ ²ƻƳŜƴΩǎ 
/ƭǳōΣ 5ƻǾŜǊ 5ŜƳǎ млл҈ 

      
.ŜƎŀƴ ǘƘŜ ƭŀȅƻǳǘ ŀƴŘ ŦǳƴŎǝƻƴ ǿƛǘƘ aŜŘƛŀ нр҈ 

      Lƴ aŀǊŎƘ млл҈ 

Updated and consistent use of traditional and modern media, and a visible presence at com-
      

5ŜǾŜƭƻǇŜŘ tw {ŎƘŜŘǳƭŜ ŀƴŘ ŀǎǎƛƎƴŜŘ ǘƻǇπ
ƛŎǎ ǘƻ ǎǘŀũΦ !ǾƎ о tw ŀ ƳƻƴǘƘ  тр҈ 

The Department will enhance and expand its ability to provide timely and useful information for decision-making. рр҈ 

Undertake a comprehensive review of existing procedures and practices for improvement in effective-
Short Planners All 

    

Improve the availability and timeliness of digital map products and data for decision making processes Short ACP/ZA 1, 2, 4 & 5     

Ongoing ACP/ZA, IT  1, 5 & 6 
    

Implement a program to scan, archive and catalog old files to insure thousands of old files and plan-
Ongoing Department, IT 1, 2, 4, 5 & 6 

    

Through effective communication efforts continually work to make the planning department more ac-
Ongoing Department 1, 2, 4, 5 & 6 

    

      {ht wŜǾƛŜǿ ŎƻƳǇƭŜǘŜŘ рл҈ 

      wŜǾƛŜǿŜŘ ǘƘŜƳŜǎΣ ǳǇŘŀǘŜŘ ȊƻƴƛƴƎ сс҈ 

      ¦ƴŘŜǊǊŜǾƛŜǿ нл҈ 

All reports, and applications from 1990 forward are online in a logical and accessible manner, 
      aŀǇǎ ǎŎŀƴƴŜŘ ŀƴŘ ǳǇƭƻŀŘŜŘΣ ǊŜǇƻǊǘǎ ƘŀǾŜ 

ōŜŜƴ ƛŘŜƴǝŬŜŘ ŦƻǊ ǎŎŀƴƴƛƴƎ рл҈ 
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Goal A: Public Information, Outreach, and Engagement  

Objective  A.3 Support and enhance the vitality of communities and neighborhoods. 

Action  A.3.1 
Increase focus on supporting revitalization and redevelopment efforts in downtown and older com-
mercial areas of Dover 

Action A.3.2 
Encourage the design of new projects that integrate land use and transportation in ways that support 
and enhance local desires 

Action A.3.3 
Identify more effective ways to provide staff resources to partner on local initiatives that support infill 
and redevelopment in existing neighborhoods 

Action A.3.4 
Engage the public in long range planning projects and afford opportunities for residents to effectively 
shape the future of their community through participation in the master planning process. 

Objective Outcome Measure 
Biannual meeting with private engineers and surveyors to discuss the Master Plan and local 
Land Use ordinances/regulations 

Objective Outcome Measure 
Amendment of Land Use and Zoning Codes to include the latest best practices for project 
quality and design 

Objective Outcome Measure 
Review and organize materials in òplanning libraryó and a plan to share that material with 
stakeholders 

Objective Outcome Measure 
Development of an outreach manual listing opportunities for engagement and how they are 
implemented.  

Objective  A.4 Create public-friendly communication materials, including website, written documents and outreach materials to raise public prof

Action  A.4.1 
Provide constituents with clear, easy-to-access, step-by-step instructions on how to remedy common 
zoning code violations. 

Action A.4.2 Improve the use of social media and videos to help raise public profile. 

Action A.4.3 
Develop guidebook in conjunction with new outreach tools to keep the public informed on major pro-
jects that are under review and also enable the public to communicate 

Action A.4.4 
Use Constant Contact to allow the public to subscribe to project updates based on geographical prox-
imity or interest. 

Objective Outcome Measure Development of publically accessible SOPs  

Objective Outcome Measure Consistent and accountable use of social media 

Objective Outcome Measure 
Create 1 video per service area, plus 1 per each special 1 per special project, and 1 per chapter 
of the Master Plan 

Objective Outcome Measure Guidebook is completed and utilized by staff 

Objective Outcome Measure Constant Contact integration on web and print materials 



Timeline Responsibility Issue Status Progress 

оу҈ 

Increase focus on supporting revitalization and redevelopment efforts in downtown and older com-
Short Planners 8 

    

Encourage the design of new projects that integrate land use and transportation in ways that support 
Ongoing Planners 1 & 8 

    

Identify more effective ways to provide staff resources to partner on local initiatives that support infill 
Short Planners 1, 5 & 8 

    

Engage the public in long range planning projects and afford opportunities for residents to effectively 
Ongoing Department 5 & 8 

    

Biannual meeting with private engineers and surveyors to discuss the Master Plan and local 
      

IŜƭŘ ǘǿƻ ƛƴ нлмуΣ н ǎŎƘŜŘǳƭŜŘ ŦƻǊ нлмф тр҈ 

      !ƳŜƴŘƳŜƴǘǎ ŀǇǇǊƻǾŜŘ ƛƴ нлмуΣ ƴŜǿ ǇǊƻπ
ŎŜǎǎ ƛƴ нлмф нр҈ 

      
wŜǾƛŜǿŜŘ ŀƴŘ ŎǳǊŀǘŜŘ ƭƛōǊŀǊȅ рл҈ 

Development of an outreach manual listing opportunities for engagement and how they are 
      

tǊƛƻǊƛǘȅ нлмф л҈ 

friendly communication materials, including website, written documents and outreach materials to raise public profile and increase the effectiveness of its outreach efforts. му҈ 

step instructions on how to remedy common 
Short ACP/ZA 1, 4, 5 & 6 

    

Ongoing Planners 5 & 8     

Develop guidebook in conjunction with new outreach tools to keep the public informed on major pro-
Long Planners 1, 5 & 6 

    

Use Constant Contact to allow the public to subscribe to project updates based on geographical prox-
Medium  Planners 1, 5 & 6 

    

      {ht wŜǾƛŜǿ ŎƻƳǇƭŜǘŜŘ рл҈ 

      tǊƛƻǊƛǘȅ ƻŦ нлмф л҈ 

Create 1 video per service area, plus 1 per each special 1 per special project, and 1 per chapter 
      

aŜŜǝƴƎ ǿƛǘƘ aD ǘƻ ŘŜǾŜƭƻǇ ƛƳǇƭŜƳŜƴǘŀπ
ǝƻƴ ǇǊƻŎŜǎǎΦ /ǊŜŀǘŜŘ ǘƘǊŜŜ ǾƛŘŜƻǎ ό/¢Σ 
{ǘǊŀǘŜƎƛŎ tƭŀƴΣ /Ltύ мл҈ 

      tǊƛƻǊƛǘȅ ƻŦ нлмф л҈ 

      ²ƻǊƪƛƴƎ ǿƛǘƘ aD ǘƻ ǳƴŘŜǊǎǘŀƴŘ ǇǊƻŎŜǎǎ мл҈ 
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Goal B:Workforce Development and Management  

Objective B.1 Develop and empower individuals to continue to improve the effectiveness in serving the community, department and citizens.

Action B.1.1 
Within annual performance evaluations: 1) review strategic plan and update performance measures, 2) 
identify three tangible work related goals for the forthcoming year to increase employee satisfaction, 
and 3) identify trainings to bolster job skills or knowledge. 

Action B.1.2 
Increase workforce engagement through including employees in departmental decision making, meet-
ings and regular communication. 

Action B.1.3 
Promote regular top-down and bottom-up communication within organizational levels regarding work 
performance expectations, management reassignments, and succession planning. 

Action B.1.4 
Prepare staff for career advancement by providing mentoring and opportunities for growth through 
stretch assignments, and identification of potential promotability. 

Objective Outcome Measure For each position update performance measures for 6-months and 1-year periods. 

Objective Outcome Measure Development and utilization of feedback process 

Objective Outcome Measure Continued use of Office Hours and conversion to Weekly staff meetings.  

Objective Outcome Measure Establishment of hierarchy and succession plan for key positions. 

Objective B.2 Develop budget strategies that are long term in nature and focus on sustainability. 

Action  B.2.1 
Conduct annual budgeting with a realistic approach to assigning resources to programs and budgeting 
services and revenue conservatively. 

Action B.2.2 
Work to identify means to generate more revenue and unique and/or new stable funding streams that 
will help supplement or leverage traditional revenue streams. 

Action  B.2.3 Continually be aware to identify opportunities to eliminate excess spending. 

Objective Outcome Measure On an annual basis in January review the departmentõs fee schedule 

Objective Outcome Measure Document exploration of all opportunities to generate more revenue 

Objective Outcome Measure On a monthly basis monitor budget expenditures and status. 

Objective B.3 
Provide training opportunities to sharpen existing skills or develop specialized skills, which in turn, will help workforce t
ment. 

Action B.3.1 
Promote volunteer rotations on assignments and cross-training opportunities outside the scope of reg-
ular job duties to support professional development. 

Action B.3.2 Expand understanding and knowledge in new areas to effectively serve constituencies. 

Action  B.3.3 Tap into in-house expertise to share knowledge of practice areas. 

Action B.3.4 Use mentoring programs to strengthen leadership skills. 

Action  B.3.5 Develop a master training calendar to advertise and coordinate trainings. 

Objective Outcome Measure Annually, each staff member has worked with another Board, they normally donõt staff. 

Objective Outcome Measure 
Each staff member has reviewed Ordinance, Code or Statutes they have not been exposed to 
previously 

Objective Outcome Measure One staff meeting a month has a training element 

Objective Outcome Measure One team bonding exercise every 6 weeks 

Objective Outcome Measure Training calendar is created in Outlook shared calendar 
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Develop and empower individuals to continue to improve the effectiveness in serving the community, department and citizens.  сф҈ 

Within annual performance evaluations: 1) review strategic plan and update performance measures, 2) 
identify three tangible work related goals for the forthcoming year to increase employee satisfaction, Ongoing ACM 3 

    

Increase workforce engagement through including employees in departmental decision making, meet-
Ongoing ACM 3 

    

up communication within organizational levels regarding work 
Ongoing Department 3 

    

Prepare staff for career advancement by providing mentoring and opportunities for growth through 
Ongoing ACM 3 

    

      !ǎ ǇŀǊǘ ƻŦ нлму9Ǿŀƭǳŀǝƻƴǎ млл҈ 

      ²ƻǊƪ ƛƴ ǇǊƻƎǊŜǎǎ ǿƛǘƘ ƳŜƳƻǎ ŀƴŘ ŎƻƳπ
ƳǳƴƛŎŀǝƻƴ оо҈ 

      /ƻƳǇƭŜǘŜŘ млл҈ 

      
/ƻƴǝƴǳŜŘ ǿƻǊƪΣ ǿƛǘƘ ƻǳǘƭƛƴŜ ƻŦ 5ŜǇŀǊǘπ
ƳŜƴǘ ŀƴŘ Ǉƻǎƛǝƻƴ ŎƘŀƴƎŜǎ тр҈ 

уф҈ 

Conduct annual budgeting with a realistic approach to assigning resources to programs and budgeting 
Ongoing ACM 6 & 7  

    

Work to identify means to generate more revenue and unique and/or new stable funding streams that 
Ongoing ACM 6 & 7  

    

Ongoing Department 6 & 7      

      /ƻƳǇƭŜǘŜŘ ǇŜǊ C¸нл ōǳŘƎŜǘ млл҈ 

      
wŜǾƛŜǿŜŘ a¢!D ŦƻǊ C¸мфΣ !t! ƎǊŀƴǘ ŦƻǊ 
нл млл҈ 

      ¦ƴŘŜǊǿŀȅ сс҈ 

Provide training opportunities to sharpen existing skills or develop specialized skills, which in turn, will help workforce take up new roles to enrich their expertise in planning and local govern-
нс҈ 

training opportunities outside the scope of reg-
Short Planners 1 & 3 

    

Medium Planners 1 & 3     

Ongoing Planners 1 & 3     

Medium Planners 1 & 3     

Short Planners, IT 1 & 3     

      tǊƛƻǊƛǘȅ нлмф л҈ 

Each staff member has reviewed Ordinance, Code or Statutes they have not been exposed to 
      

¦ƴŘŜǊǿŀȅ нл҈ 

      /ƻƳǇƭŜǘŜŘ ƛƴ нлму {ŎƘŜŘǳƭŜŘ ŦƻǊ нлмф рл҈ 

      ¦ƴŘŜǊǿŀȅ тр҈ 

      wŜǉǳŜǎǘŜŘ L¢ ŀǎǎƛǎǘŀƴŎŜ мл҈ 
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Goal B:Workforce Development and Management  

Objective B.4 Provide sufficient staff to accurately perform the six core functions of the Department; using interns/volunteers when availa

Action B.4.1 
Annually conduct an audit within the department to evaluate and determine the most critical staffing 
resource needs.  

Action  B.4.2 
Develop relationship with local colleges and universities for internship/fellow programs to complete 
one time tasks. 

Action  B.4.3 
Maintain front-counter duty and phone coverage Monday through Friday during open hours by adding 
hours or staff 

Objective Outcome Measure Workplans are developed each November as part of budget process 

Objective Outcome Measure Develop contact with Colleges and project list for interns 

Objective Outcome Measure Full professional and administrative staffing 



Timeline Responsibility Issue Status Progress 

Provide sufficient staff to accurately perform the six core functions of the Department; using interns/volunteers when available for special projects. тн҈ 

Annually conduct an audit within the department to evaluate and determine the most critical staffing 
Ongoing ACM 3 & 6 

    

Develop relationship with local colleges and universities for internship/fellow programs to complete 
Ongoing ACM 3 & 6 

    

counter duty and phone coverage Monday through Friday during open hours by adding 
Long ACM 6 

    

      /ƻƳǇƭŜǘŜŘ ŦƻǊ нлмф млл҈ 

      hƴƎƻƛƴƎ ǿƛǘƘ ¦bIΣ tƭȅƳƻǳǘƘΣ !ƴǝƻŎƘ рл҈ 

      
/ƻƴǘǊŀŎǘŜŘ ƳƛƴǳǘŜ ǘŀƪƛƴƎ ǘƻ ǇǊƛǾŀǘŜΣ /ƭŜǊƪ 
¢ȅǇƛǎǘ ǇǊƻǇƻǎŜŘ ŦƻǊ Ŧǳƭƭ ǝƳŜ 

сс҈ 

Action Plan Update: 2019    

Page 53 

Planning and Community Development 



Building it Better: Improvement Through Metrics 

Page 54 
See pages 13 ð 15 of the Strategic Plan for Issues 

Goal C: Organizational Excellence and Customer Service  

Objective C.1 Encourage employee-led process and procedure improvements that enhance and result in increased customer service levels.

Action  C.1.1 
Continually re-evaluate and streamline processes and procedures to make development review under-
standable and accessible to non-planners. 

Action  C.1.2 Invite staff from other Departments to discuss their work on a regular basis as part staff meetings 

Action   C.1.3 
Conduct study of similar planning agencies to update and simplify application, review and notice mate-
rials 

Action  C.1.4 Survey staff to identify tasks, processes or workflows that are inhibited by a lack of collaboration. 

Action  C.1.5 Identify options for improving the physical work environment and assess their feasibility. 

Objective Outcome Measure Development of new SOPs which are integrated into the Developers Handbook 

Objective Outcome Measure Staff from other departments are invited to attended staff meetings 

Objective Outcome Measure Study completed and findings made reviewed and implemented 

Objective Outcome Measure Survey of staff completed and tasks, processes or workflows reviewed and revised. 

Objective Outcome Measure 
Complete a comprehensive review and assessment to identify workspace needs that will im-
prove the work flow within Department and implement in office relocation project. 

Objective C.2 Continually assess customer feedback to ensure that the òfront counteró is run efficiently, wait times are minimized and comp

Action  C.2.1 
Maintain front-counter duty and phone coverage Monday through Friday during open hours by adding 
hours or staff 

Action   C.2.2 Return all phone calls and emails within 1 business day 

Action   C.2.3 Create a customer service training manual and set of simple procedures to institute at the front counter.

Action  C.2.4 
Ensure applicants have a high level of understanding of the process and know what to expect by the 
time they submit an application. 

Action  C.2.5 Track process-related customer complaints and bring resolution to most problematic areas. 

Objective Outcome Measure 
Increase the number of applications deemed complete to 100% when submitted vs. incomplete 
applications. 

Objective Outcome Measure Create good handouts describing processes or land use issues and applications. 

Objective Outcome Measure 
Create a list of standardized conditions in relation to land use decision for the most common 
applications and integrate into regulations. 

Objective C.3 
Work with partner Departments on process improvement initiatives between Offices that have the ability to impact customer ser
gineering). 

Action  C.3.1 
Sustain the Technical Review Committee and meet weekly. Work with the committee to prioritize strat-
egies and actions recommended to streamline review process 

Action   C.3.2 
Establish a periodic Land Use and Zoning Codes update program that provides minor technical fixes 
on a continual and regular basis. 

Objective Outcome Measure Calendar entries for each member of TRC are created, to ensure staff are not double booked 

Objective Outcome Measure 
Implementation of a comprehensive Land Use and Zoning Codes update strategy with defined 
deliverables to reach closure on code updates within a set schedule. 
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Timeline Responsibility Issue Status Progress 

led process and procedure improvements that enhance and result in increased customer service levels. пл҈ 

evaluate and streamline processes and procedures to make development review under-
Ongoing Department 1, 2, 5 & 6 

    

Ongoing Department 1 & 3     

Conduct study of similar planning agencies to update and simplify application, review and notice mate-
Short ACM 2 

    

Short ACM 1, 2, 4, 5 & 6     

Ongoing ACP 1, 2, 5, 6 & 7     

      {htǎ wŜǾƛŜǿŜŘΣ ƛƴǘŜƎǊŀǝƻƴ ǳƴŘŜǊǿŀȅ нл҈ 

      !ŎŎƻƳǇƭƛǎƘŜŘ ƛƴ нлмуΣ нлмф ǎŎƘŜŘǳƭŜŘ рл҈ 

      {ǘǳŘȅ ǊŜǎǳƭǘǎ ƛƴǘŜƎǊŀǘŜŘ ƛƴǘƻ ǇǊƻŎŜǎǎŜǎ 
ŀƴŘ ŀǇǇƭƛŎŀǝƻƴǎ млл҈ 

      {ǳǾŜȅ ǘƻ ōŜ ŎƻƳǇƭŜǘŜŘ л҈ 

Complete a comprehensive review and assessment to identify workspace needs that will im-
      

/ƻƳǇƭŜǘŘ ŀǎ ǇŀǊǘ ƻŦ ƳƻǾŜ млл҈ 

Continually assess customer feedback to ensure that the òfront counteró is run efficiently, wait times are minimized and comprehensive and accurate information is provided. тр҈ 

counter duty and phone coverage Monday through Friday during open hours by adding 
Long ACM 6 

    

Ongoing Department 6     

Create a customer service training manual and set of simple procedures to institute at the front counter. Short ACM 6     

Ensure applicants have a high level of understanding of the process and know what to expect by the 
Short ACP 6 

    

Medium Planners 6     

Increase the number of applications deemed complete to 100% when submitted vs. incomplete 
      

/ƘŜŎƪƭƛǎǘ ǳǇŘŀǘŜŘΣ ŜŘǳŎŀǝƻƴ ŘƻƴŜΦ DǊŀŎŜ 
ǇŜǊƛƻŘ ŎƻƳǇƭŜǘŜŘ тр҈ 

      LǎǎǳŜǎ L5ϥŘΣ ƘŀƴŘƻǳǘ ǳƴŘŜǊǿŀȅ рл҈ 

Create a list of standardized conditions in relation to land use decision for the most common 
      

/ƘŜŎƪƭƛǎǘ ǳǇŘŀǘŜŘ ŀƴŘ ƛƳǇƭŜƳŜƴǘŜŘΦ млл҈ 

Work with partner Departments on process improvement initiatives between Offices that have the ability to impact customer service levels (particularly the Assessor, Inspection Services, and En-
рр҈ 

Sustain the Technical Review Committee and meet weekly. Work with the committee to prioritize strat-
Short ACP 1 & 2 

    

Establish a periodic Land Use and Zoning Codes update program that provides minor technical fixes 
Ongoing ACM 1, 2 & 8 

    

Calendar entries for each member of TRC are created, to ensure staff are not double booked       /ƻƳǇƭŜǘŜŘ ŦƻǊ нлмуΣ нлмф ǳƴŘŜǊǿŀȅ млл҈ 

Implementation of a comprehensive Land Use and Zoning Codes update strategy with defined 
      

¦ƴŘŜǊǿŀȅ ŦƻǊ нлмуΣ нлмф ǳƴŘŜǊǿŀȅ мл҈ 
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Goal C: Organizational Excellence and Customer Service  

Objective C.4 Simplify and ensure accuracy of compliance materials accessed by the public and the complaint

Action  C.4.1 Continue to simplify the complaint form for ease of use. 

Action   C.4.2 
Raise awareness in the community to counter the most common misperceptions that lead to violations 
through outreach (e.g., presentations, handouts). 

Action  C.4.3 
Create an interdepartmental group to identify the most prevalent code violations and difficult to en-
force requirements encountered by Enforcement staff in order to develop strategies that will address 
their causes and reduce the frequency of their occurrence. 

Action  C.4.4 Identify land use applications in need of condition of approval follow up by staff 

Action  C.4.5 Improve enforcement filing, tracking and processes through VueWorks 

Objective Outcome Measure Continue to simplify the complaint form for ease of use. 

Objective Outcome Measure Delivery of a quarterly report that identifies the most common violations found  

Objective Outcome Measure Quarterly meeting, if not more often, of interdepartmental group  

Objective Outcome Measure Utilization of a trigger system for staff to follow up on applications 

Objective Outcome Measure 
Revised enforcement filing system for faster and more accurate internal use by integration of 
VueWorks 

Objective C.5 Create an effective management structure for each project in order to clarify project vision and direction, staff roles and r

Action  C.5.1 
Develop project management guide for each project to ensure consistency, predictability, and quality 
control; put onto Blog to memorialize our work. 

Action  C.5.2 
Ensure continuity by clearly identifying a project manager for each planning project and clarifying each 
personõs specific role. 

Action  C.5.3 
Organize internal workshops, on an ongoing basis, to develop and  familiarize staff with standardized 
processes, tools, etc. 

Action  C.5.4 
Be more strategic about the time and approach for introducing a project to the public in order to main-
tain momentum and manage expectations. 

Objective Outcome Measure Project Management Guide Completed 

Objective Outcome Measure Identification of key staff on specific issues to be the point of contact as issues arise. 

Objective Outcome Measure One staff meeting a month has a training element 

Objective Outcome Measure Development of workplans including schedule of meetings and outreach activities 



Timeline Responsibility Issue Status Progress 

Simplify and ensure accuracy of compliance materials accessed by the public and the complaint-submission process. мп҈ 

Short ACP/ZA 4     

Raise awareness in the community to counter the most common misperceptions that lead to violations 
Ongoing Department 1, 2, 4, 5 & 6 

    

Create an interdepartmental group to identify the most prevalent code violations and difficult to en-
force requirements encountered by Enforcement staff in order to develop strategies that will address Short Planner, CSD, FD 1 & 4 

    

Ongoing Department 2 & 4 
    

Short ACP/ZA, IT 1, 4 & 7 
    

      tǊƛƻǊƛǘȅ ƻŦ нлмф л҈ 

      ¦ƴŘŜǊǿŀȅ ŦƻǊ нлмф л҈ 

      ¦ƴŘŜǊǿŀȅ ŦƻǊ нлмф л҈ 

      tǊƛƻǊƛǘȅ ƻŦ нлмф мл҈ 

Revised enforcement filing system for faster and more accurate internal use by integration of 
      

5ƛǎŎǳǎǎŜŘ ŀǎ ǇŀǊǘ ƻŦ [Ŝŀƴ ǇǊƻŎŜǎǎ оо҈ 

Create an effective management structure for each project in order to clarify project vision and direction, staff roles and responsibilities, and desired outcomes. мп҈ 

Develop project management guide for each project to ensure consistency, predictability, and quality 
Short ACM 6 

    

Ensure continuity by clearly identifying a project manager for each planning project and clarifying each 
Short ACM 6 

    

Organize internal workshops, on an ongoing basis, to develop and  familiarize staff with standardized 
Short ACM 3 & 6 

    

Be more strategic about the time and approach for introducing a project to the public in order to main-
Short ACM 5 & 6 

    

      tǊƛƻǊƛǘȅ ƻŦ нлмф л҈ 

      {ǘŀũ ǘǎŀǎƪǎ ƛŘŜƴǝŬŜŘ ŀƴŘ ƴƻǘŜŘ тр҈ 

      /ƻƳǇƭŜǘŜŘ ŦƻǊ нлмуΣ нлмф ¦ƴŘŜǊǿŀȅ оо҈ 

      tǊƛƻǊƛǘȅ ƻŦ нлмф мл҈ 
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Goal D: Infrastructure and Technological Assets 

Objective D.1 
Enhance the effectiveness of GIS to support mapping and geographic analysis needs, create better linkages between property re
use 

Action D.1.1 
Consistently update map of projects before the land use boards and Board Agendas on the Depart-
ment website  

Action  D.1.2 
Educate community users on the availability of the web map (e.g., press release, presentations, refer-
ences on handouts, etc).  

Action D.1.3 Support implementation of efforts to enhance document retrieval application records/searches 

Objective Outcome Measure Updated map of projects the day after an Agenda is completed  

Objective Outcome Measure 
Development of outreach materials and guide for finding information regarding land use 
online 

Objective Outcome Measure Planned implementation of connecting documents in Treeno with MapGeo for public use.  

Objective  D.2 Continue to maintain and keep data current on the Department website and develop better online permit tracking.

Action D.2.1 Train additional staff for updating website and social media 

Action  D.2.2 
Conduct an òauditó of the departmentõs website to evaluate consistency in format, relevance and/or 
appropriate links and overall functionality 

Action D.2.3 
Continue to expand the website to provide more services or a òone stop shopó for all of departmentõs 
data and application processes.  

Objective Outcome Measure Planning Staff trained and updating web and social media 

Objective Outcome Measure List of problem areas is identified and resolves on website 

Objective Outcome Measure 
All reports from 1990 forward are online in a logical and accessible manner, and all maps in the 
department are scanned and available. 

Objective  D.3 Continue to explore the use of new information technologies and services to enhance operational efficiencies as they evolve a

Action D.3.1 
Explore the cost and practicability of instituting full service ePermitting software, whether stand alone, 
or integrated into VueWorks, to enhance a more seamless permitting system or a one stop shop.  

Action  D.3.2 
Identify technology types and needs to improve operation (i.e., telephone, email, apps for planners, 
apps for public, data maintenance, storage/retrieval mechanisms, payment/accounting, etc.). 

Action D.3.3 
Through vehicle replacement program purchase standalone Planning vehicle or additional City Hall 
vehicle for use by staff for site visits and meetings 

Action D.3.4 
Convert plan filing system so it coordinates with the Treeno filing system and is searchable by Parcel 
ID 

Objective Outcome Measure 
Use of full service ePermitting software, whether stand alone, or integration of VueWorks by 
department 

Objective Outcome Measure Adoption and Implementation of relevant technology 

Objective Outcome Measure A vehicle has been purchased, or assigned 

Objective Outcome Measure Files are stored by Parcel ID and not by year 
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Timeline Responsibility Issue Status Progress 

Enhance the effectiveness of GIS to support mapping and geographic analysis needs, create better linkages between property records and electronic documents in Treeno for public access and 
о҈ 

Short Planners 5 & 7 
    

Educate community users on the availability of the web map (e.g., press release, presentations, refer-
Ongoing Department 5, 6, & 7 

    

Ongoing Department, IT 1, 5, 6, & 7     

      tǊƛƻǊƛǘȅ ƻŦ нлмф л҈ 

      
Lƴ ǇǊƻƎǊŜǎǎ ŀǎ ǇŀǊǘ ƻŦ ŜƴƎŀƎŜƳŜƴǘ ƎǳƛŘŜ 

р҈ 

       
[ŀǊƎŜǊ ǇǊƻƧŜŎǘΣ ƛƳǇŀŎǘŜŘ ōȅ ǎŎŀƴƴƛƴƎ ŘƻŎπ
ǳƳŜƴǘǎ ƛƴǘƻ ǘǊŜŜƴƻΣ ǿƘƛŎƘ ƛǎ ƻƴƎƻƛƴƎ мр҈ 

Continue to maintain and keep data current on the Department website and develop better online permit tracking. рл҈ 

Short ACM 3 & 5     

Conduct an òauditó of the departmentõs website to evaluate consistency in format, relevance and/or 
Short ACM 5 & 7 

    

Continue to expand the website to provide more services or a òone stop shopó for all of departmentõs 
Ongoing Planners 5 & 7 

    

      tǊƛƻǊƛǘȅ ƻŦ нлмф л҈ 

      wŜǎƻƭǾŜŘ нлмтΣ ǘƘƻǳƎƘ ƻƴƎƻƛƴƎ млл҈ 

All reports from 1990 forward are online in a logical and accessible manner, and all maps in the 
      

¦ƴŘŜǊǿŀȅΦ {ŎŀƴƴƛƴƎ ƻƭŘ ƳŀǇǎ ŀƴŘ ƛŘŜƴǝπ
ŦȅƛƴƎ ǊŜǇƻǊǘǎΦ 9ǎǝƳŀǘŜ ǿƛƭƭ ǘŀƪŜ н ȅŜŀǊǎ ǘƻ 
Ŧǳƭƭȅ ŎƻƳǇƭŜǘŜΦ  рл҈ 

Continue to explore the use of new information technologies and services to enhance operational efficiencies as they evolve and become available оп҈ 

Explore the cost and practicability of instituting full service ePermitting software, whether stand alone, 
Medium ACM, IT All 

    

Identify technology types and needs to improve operation (i.e., telephone, email, apps for planners, 
Medium Planners, IT 1, 2 & 7 

    

Through vehicle replacement program purchase standalone Planning vehicle or additional City Hall 
Medium ACM 4, 6 & 7 

    

Convert plan filing system so it coordinates with the Treeno filing system and is searchable by Parcel 
Short ACP 1, 2, 5, 6 & 7 

    

Use of full service ePermitting software, whether stand alone, or integration of VueWorks by 
      wŜǾƛŜǿŜŘ ŀƴŘ ŀǎǎƛǎǘŜŘ L¢ ƛƴ ŘŜǾŜƭƻǇƛƴƎ 

wCt нл҈ 

      {ǘŀũ ǎǳǊǾŜȅŜŘ ƛƴ нлмуΣ нлмф ǳƴŘŜǊǿŀȅ оо҈ 

      wŜǾƛŜǿƛƴƎ ǳǎŜ ƻŦ ǎƘŀǊŜŘ ŎŀǊ  оо҈ 

      
ŜƭƻǇŜŘ ǘƻ ƳƛƎǊŀǘŜ ǘƻ tL5 ǎȅǎǘŜƳΣ ǿƛǘƘ ǇŀǊπ
ǝŀƭ ƳƛƎǊŀǝƻƴ ƛƴ ǇƭŀŎŜ рл҈ 
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Goal A: Public Information, Outreach, and Engagement  

Objective A.1 Increase outreach in police operations 

Action A.1.1 Continue business and neighborhood safety talks 

Action A.1.2 Continue to enhance relationships with property management companies  

Action A.1.3 
Increase beat specific proactive officer-community interaction. Proactive and Community interactions 
documented as a form of self-initiated activity.  

Objective Outcome Measure Safety talks conducted 

Objective Outcome Measure 
Problem Oriented Police Officer has regular interaction with all major property management 
companies in the City. 

Objective Outcome Measure 
Shift staffing increased /proactive and community interactions documented self-initiated ac-
tivity increased to two per shift per officer. 

Objective A.2 Increase public engagement and understanding of policing in Dover 

Action A.2.1 Host adult citizens police academy  

Action A.2.2 Host teen citizens police academy 

Action A.2.3 Participate in community outreach events such as NH Blue and You 

Action A.2.4 Host reoccurring public information / conversation meetings  

Objective Outcome Measure Adult citizens police academy held every 12 months 

Objective Outcome Measure Teen citizens police academy held every 12 months 

Objective Outcome Measure Quarterly community meetings /forums held 

Objective A.3 Increase transparency in police operations 

Action A.3.1 Publish quarterly crime statistics for City of Dover to City and PD websites 

Action A.3.2 Publish end of the year use of force analysis  

Action A.3.3 Use social media / technology to publish community policing efforts 

Action A.3.4 Publish specific neighborhood statistics 

Action A.3.5 Publish end of the year citizen complaint analysis 

Objective Outcome Measure Quarterly Statistics published on City / Department website and social media 

Objective Outcome Measure End of the year statistics published on City / Department website and social media 

Objective Outcome Measure 
Neighborhood specific statistics and community policing efforts published on City / Depart-
ment website and social media 
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тр҈ 

Ongoing 
Support Staff / Operations 

Staff 
3 

    

Ongoing Support Staff 3 
    

community interaction. Proactive and Community interactions 
Medium/long Support Staff 3 

    

      ¢Ƙƛǎ Ƙŀǎ ōŜŜƴ ŎƻƳǇƭŜǘŜŘ ŀƴŘ ƛǎ ƻƴƎƻƛƴƎ млл҈ 

Problem Oriented Police Officer has regular interaction with all major property management 
      

¢Ƙƛǎ Ƙŀǎ ōŜŜƴ ŎƻƳǇƭŜǘŜŘ ŀƴŘ ƛǎ ƻƴƎƻƛƴƎ млл҈ 

initiated ac-
      

{ǘŀŶƴƎ ŀƭƭƻǿ ŦƻǊ н ƛƴǘŜǊŀŎǝƻƴǎ ŀ ǿŜŜƪ нр҈ 

млл҈ 

Ongoing Support Staff 3     

Short Support Staff 3     

Ongoing Support Staff 3     

Short  Command Staff 3     

      ¢Ƙƛǎ Ƙŀǎ ōŜŜƴ ŎƻƳǇƭŜǘŜŘ ŀƴŘ ƛǎ ƻƴƎƻƛƴƎ млл҈ 

      ¢Ƙƛǎ Ƙŀǎ ōŜŜƴ ŎƻƳǇƭŜǘŜŘ ŀƴŘ ƛǎ ƻƴƎƻƛƴƎ млл҈ 

      ¢Ƙƛǎ Ƙŀǎ ōŜŜƴ ŎƻƳǇƭŜǘŜŘ ŀƴŘ ƛǎ ƻƴƎƻƛƴƎ млл҈ 

ст҈ 

Short Support Staff/City IT 3     

Short Operations Staff 3     

Short Support  Staff 3     

Short Support Staff 3,6     

Short Operations Staff 3     

      ¢Ƙƛǎ Ƙŀǎ ōŜŜƴ ŎƻƳǇƭŜǘŜŘ ŀƴŘ ƛǎ ƻƴƎƻƛƴƎ млл҈ 

      ¢Ƙƛǎ Ƙŀǎ ōŜŜƴ ŎƻƳǇƭŜǘŜŘ ŀƴŘ ƛǎ ƻƴƎƻƛƴƎ млл҈ 

Neighborhood specific statistics and community policing efforts published on City / Depart-
      

tǊƛƻǊƛǘȅ ŦƻǊ нлмф όǎƻƊǿŀǊŜ ǊŜƭŀǘŜŘύ л҈ 
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Goal B: Workforce Development and Management  

Objective B.1 Improve officer safety 

Action B.1.1 Increase per shift sworn officer staffing levels from 3 officers to 4 officers. 

Action B.1.2 Identify, implement, and host officer safety related and other police training. 

Objective Outcome Measure Minimum number of officers per shift increases from 3 to 4 

Objective Outcome Measure Number of trainings provided / hosted  

Objective B.2 Improve supervision/span of control in Communication Bureau 

Action B.2.1 Create an Assistant Communications Bureau Supervisor 

Objective Outcome Measure Position is created and staffed 

Objective B.3 Increase the ability of the Records Bureau to meet growing demands 

Action B.3.1 Increase Records Bureau staff hours/personnel 

Action B.3.2 
Use website to regularly publish information that is frequently requested such as neighborhood calls for 
service statistics 

Objective Outcome Measure More staff hours added 

Objective Outcome Measure Monthly neighborhood CFS information published and updated on Department website 

Objective B.4 Recruit and retain qualified and diverse sworn officers 

Action B.4.1 
Continue with current advertising and outreach to minority groups and colleges and universities in larg-
er population centers while also researching methods to reach minority populations 

Action B.4.2 Strive to remain competitive with comparable municipalities for wages and benefits 

Action B.4.3 Continue to provide the necessary equipment/vehicles for staff to use 

Action B.4.4 Continue to provide existing specialized positions and look to increase specialized position availability 

Action B.4.5 
Improve interview process and background investigation to ensure hiring of non-biased, community-
oriented recruits with high values 

Objective Outcome Measure Hire a qualified minority officer / Wage scale at or above median  

Objective Outcome Measure Maintaining and increasing the number of specialized positions 

Objective Outcome Measure New interview/background investigations questions/topics integrated into hiring process 



Action Plan Update: 2019    

Page 63 

Police 

Timeline Responsibility Issue Status Progress 

рл҈ 

Long Command Staff 2,6 
    

Long Support  Staff 1,5 
    

      aƻǊŜ ǎǘŀũ ƴŜŜŘŜŘ ǘƻ ǊŜŀŎƘ Ǝƻŀƭ л҈ 

      ¢Ƙƛǎ Ƙŀǎ ōŜŜƴ ŎƻƳǇƭŜǘŜŘ ŀƴŘ ƛǎ ƻƴƎƻƛƴƎ млл҈ 

млл҈ 

Short Command Staff 1,2 
    

      /ƻƳǇƭŜǘŜŘ млл҈ 

нр҈ 

Medium / 
Long 

Command Staff 1,2 
    

Use website to regularly publish information that is frequently requested such as neighborhood calls for 
Short Support Staff 4 

    

      {ƘƛƊ ǎƻƳŜ ŘǳǝŜǎ ǘƻ ƻǘƘŜǊ ǎǘŀũ рл҈ 

      
tǊƛƻǊƛǘȅ ŦƻǊ нлмф όǎƻƊǿŀǊŜύ л҈ 

ст҈ 

Continue with current advertising and outreach to minority groups and colleges and universities in larg-
Ongoing Support Staff 1,2 

    

Ongoing Command Staff 1,2     

Ongoing  Command Staff 5     

Continue to provide existing specialized positions and look to increase specialized position availability 
Ongoing/

Long 
Command Staff 1,2 

    

biased, community-
Short Support  Staff 1,2 

    

      9ũƻǊǘǎ ǳƴŘŜǊǿŀȅ ǿƛǘƘ ƘƛǊƛƴƎκǿŀƎŜǎ рл҈ 

      hƴƎƻƛƴƎ ŜũƻǊǘ рл҈ 

       ¢Ƙƛǎ Ƙŀǎ ōŜŜƴ ŎƻƳǇƭŜǘŜŘ ŀƴŘ ƛǎ ƻƴƎƻƛƴƎ млл҈ 
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Goal C: Organizational Excellence and Customer Service  

Objective C.1 Enhance customer service through an improvement in response times for non-emergency calls for service including lobby calls

Action C.1.1 Increase the number of officers per shift through increases in funding 

Action C.1.2 Assign sworn staff to shifts when non-emergency calls for service occur most often 

Objective Outcome Measure Number of sworn officers increase from 50 to 55 

Objective Outcome Measure 
Officers assigned to shifts that are heavy with non-emergency calls for service based upon pe-
riodic analysis 

Objective Outcome Measure 80% of Priority 4 calls for service have a response time of under 45 minutes 

Objective C.2 Enhance customer service through the proper investigation of cyber crimes 

Action C.2.1 Create a cybercrimes investigator position 

Action C.2.2 Train and equip cybercrimes investigator 

Objective Outcome Measure Cybercrimes Investigator position created 

Objective Outcome Measure Purchase cybercrimes investigation specific equipment 

Objective Outcome Measure Provide cybercrimes specific training to investigator 

Objective C.3 Improve customer service by soliciting feedback  

Action C.3.1 Continue with the citizen surveys of random calls for service for short- term police services 

Action C.3.2 
Develop process for surveying customers involved in long-term investigations and conduct those sur-
veys 

Action C.3.3 Increase efficiency and response rate from surveys by using technology to send surveys electronically 

Objective Outcome Measure Receive 30% Surveys back from community per month 

Objective Outcome Measure Send out monthly surveys to victims of crimes that involve follow-up investigation 

Objective C.4 Maintain organizational excellence 

Action C.4.1 Maintain CALEA accreditation 

Action C.4.2 Review internal practices to ensure they are in line with recommended best policing practices 

Action C.4.3 Ensure compliance with internal policies and law through the use of staff inspections 

Action C.4.4 Continue performance evaluations of all personnel 

Action C.4.5 Maintain certifications and required annual training for all employees 

Objective Outcome Measure Obtain CALEA re-accreditation 

Objective Outcome Measure Yearly evaluations completed on all employees 

Objective Outcome Measure Staff inspection completed yearly  
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Police 

Timeline Responsibility Issue Status Progress 

emergency calls for service including lobby calls пн҈ 

Long Command Staff 1-Feb     

Medium/Long Operations Staff 1-Feb     

      tǊƛƻǊƛǘȅ ƛƴ ǘƘŜ ƴŜȄǘ о ȅŜŀǊǎ л҈ 

emergency calls for service based upon pe-
      

hƴƎƻƛƴƎ млл҈ 

      5ŜǇŜƴŘƛƴƎ ƻƴ ǎǘŀŶƴƎ ƭŜǾŜƭǎ нр҈ 

л҈ 

Medium/Long Command Staff 2-Jan     

Medium/Long Command Staff 5     

      {ŜƭŜŎǝƻƴ ǇǊƻŎŜǎǎ ƛǎ ŎƻƳǇƭŜǘŜŘ рл҈ 

      [ŜǾŜǊŀƎŜ L/!/ ŜǉǳƛǇƳŜƴǘ рл҈ 

      tƭŀƴƴŜŘ ŦƻǊ ƴŜȄǘ с ƳƻƴǘƘǎ рл҈ 

оо҈ 

Ongoing Support Staff 1     

term investigations and conduct those sur-
Medium Support Staff 1 

    

Increase efficiency and response rate from surveys by using technology to send surveys electronically Short Support Staff 1     

      hƴƎƻƛƴƎ ŜũƻǊǘ рл҈ 

      {ǳǊǾŜȅ ƛǎ ƛƴ ǘƘŜ ŘŜǎƛƎƴ ǎǘŀƎŜǎΦ мр҈ 

фнм҈ 

Ongoing Support Staff 1     

Ongoing Support Staff 1     

Ongoing Support Staff 1     

Ongoing 
Support Staff / Operations 

Staff 
1 

    

Ongoing Support Staff 1     

      hƴƎƻƛƴƎ ŀƴƴǳŀƭ ŜũƻǊǘ тр҈ 

      ¢Ƙƛǎ Ƙŀǎ ōŜŜƴ ŎƻƳǇƭŜǘŜŘ ŀƴŘ ƛǎ ƻƴƎƻƛƴƎ млл҈ 

      ¢Ƙƛǎ Ƙŀǎ ōŜŜƴ ŎƻƳǇƭŜǘŜŘ ŀƴŘ ƛǎ ƻƴƎƻƛƴƎ млл҈ 
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Goal D: Infrastructure and Technological Assets 

Objective D.1 Develop and upgrade technology for the Cityõs website, email and broadcast communications 

Objective D.1 Increase information sharing with law enforcement partners 

Action D.1.1 Implement sc-net data sharing solution with UNH 

ActionD.1.2 Research and implement upgraded records management system 

Objective Outcome Measure sc-net implemented 

Objective Outcome Measure sc-net implemented 

Objective D.2 Maintain access to and security of police information and records systems  

Action D.2.1 Maintain CJIS compliance 

Action D.2.2 Frequently backup data 

Objective Outcome Measure All staff CJIS certified 

Objective Outcome Measure Data backed up as specified 

Objective D.3 Maintain and develop off-site facilities 

Action D.3.1 Work with Eversource to maintain the utility of the police stables 

Action D.3.2 Work with County and other area municipalities to develop a firing range  

Action D.3.3 Increase size and physical structure of vehicle impound facility 

Objective Outcome Measure Permanent / long-term firing range solution implemented  

Objective Outcome Measure Larger vehicle impound built with protection from the elements 

Objective D.4 Update and enhance public safety communications infrastructure 

Action D.4.1 Develop microwave-based communications system 

Action D.4.2 Replace outdated radio components 

Action D.4.3 Increase transmission and reception ability of radio system 

Objective Outcome Measure Four new towers and microwave backhaul completed 

Objective Outcome Measure 3 Receive / Transmit sites operational 

Objective Outcome Measure All public safety and Community Service radios operating in òdigitaló 
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Police 

Timeline Responsibility Issue Status Progress 

Develop and upgrade technology for the Cityõs website, email and broadcast communications нп҈ 

  

Ongoing Support Staff 6     

Medium/
Long 

Support  Staff 1,6 
    

      
Lƴ tǊƻƎǊŜǎǎ-ƻƴ ƘƻƭŘ ǿƘƛƭŜ /ƻǳƴǘȅ ǳǇƎǊŀŘŜǎ 
ƛǘǎ ǎŜŎǳǊƛǘȅ ŀǎ ǊŜǉǳƛǊŜŘ оо҈ 

      
Lƴ tǊƻƎǊŜǎǎΦ  wŜǎŜŀǊŎƘƛƴƎ ƻǇǝƻƴǎΦ 

мр҈ 

млл҈ 

Ongoing 
Support Staff / Operations 

Staff 
1 

    

Ongoing Support  Staff 1     

      ¢Ƙƛǎ Ƙŀǎ ōŜŜƴ ŎƻƳǇƭŜǘŜŘ ŀƴŘ ƛǎ ƻƴƎƻƛƴƎ млл҈ 

      ¢Ƙƛǎ Ƙŀǎ ōŜŜƴ ŎƻƳǇƭŜǘŜŘ ŀƴŘ ƛǎ ƻƴƎƻƛƴƎ млл҈ 

л҈ 

Ongoing Command Staff 5 
    

Long Command Staff 5 
    

Long Command Staff 5 
    

      tǊƛƻǊƛǘȅ ŦƻǊ ƴŜȄǘ о-р ȅŜŀǊǎ л҈ 

      tǊƛƻǊƛǘȅ ŦƻǊ ƴŜȄǘ р-мл ȅŜŀǊǎ л҈ 

млл҈ 

Ongoing Operations Staff /City Staff 1,6 

    

Ongoing Operations Staff /City Staff 1,6 

    

Ongoing Operations Staff /City Staff 1,6 

    

      /ƻƳǇƭŜǘŜŘ млл҈ 

      /ƻƳǇƭŜǘŜŘ млл҈ 

      /ƻƳǇƭŜǘŜŘ млл҈ 
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Goal A: Public Information, Outreach, and Engagement  

Objective A.1 Improve contact with our Citizenõs explaining services provided, and to ultimately engage those citizens through information.

Action: A.1.1 
Utilize City Media Staff to update PSAõs, and develop and disseminate regular safety messages relative 
to seasons and seasonal risks. 

Action: A.1.2 Update current website and develop improved method for ongoing updates 

Action: A.1.3 
Promote safety services that are available per fee structure such as: CPR Classes, Fire Extinguisher 
Classes, and SAFE Trailer 

Action: A.1.4 
Start providing online methods for Citizenõs to use to complete inspections permit applications and 
service requests 

Objective A.2 Promote a safer community from all risks, reduce response and reduce harm. 

Action: A.2.1 
Develop a comprehensive Community Risk Reduction program to industry standards to focus efforts 
on the most effective ways to make a safer community. 

Action: A.2.2 
Aggressively monitor and participate with Emergency Management Partners to emphasis prevention 
and planning 

Action: A.2.3 
Aggressively monitor and participate with Emergency Management Partners to enhance response pre-
paredness 

Action: A.2.4 
Pursue a Community Paramedicine Program with partner Wentworth Douglass Hospital to promote a 
healthier community 

Objective Outcome Measure:  
Have one or more staff member, attend an industry standard class on community risk reduc-
tion to learn all components needed by FY 19 (classes are hard to get into). 

Objective Outcome Measure:  
After identifying community risk reduction plan components, develop plan and insert into 
Strategic Plan and budget if possible by FY20/21 

Objective Outcome Measure:  
Each month, report in Mangerõs Report, the number of PSAõs updated or safety messages 
communicated through Media Staff 

Objective Outcome Measure:  Each month in FY 17 and FY 18 going forward, update at least 1 PSAõs or safety message 

Objective Outcome Measure:  
In FY 18, Develop procedure linking City Media Staff with Shift officers for more timely social 
media updates on ongoing emergencies/issues 

Objective Outcome Measure:  
Utilizing in -house staff, schedule monthly goals with IT Liaisonsõ and complete website up-
dates, starting in FY 18 

Objective Outcome Measure:  
Monthly, maintain relationship with NH HSEM local liaison and pursue all available Emer-
gency Management grants and resources ð FY 17 

Objective Outcome Measure:  
Monthly, meet with WDH Population Manager and other upper level staff, and continue devel-
oping Community Paramedicine program framework until program developed or landscape 
changes preventing completion ð FY 17 

Objective Outcome Measure:  
Assess workload and if progress through other means not happening, add Community Risk 
Reduction manager into budget. Review for FY 20 budget 
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Fire and Rescue 

Timeline Responsibility Issue Status Progress 

Improve contact with our Citizenõs explaining services provided, and to ultimately engage those citizens through information. оп҈ 

Utilize City Media Staff to update PSAõs, and develop and disseminate regular safety messages relative Ongoing - 
Short 

Admin Team, City Media 
Staff 

1,9 
    

Short Admin Team, IT Liaisons 1,9     

Short 

Admin Team, Shift Captain 
that coordinates those Pre-
vention Services, City Me-

dia Staff  

9 

    

Start providing online methods for Citizenõs to use to complete inspections permit applications and 
Short 

Admin Team, IT Staff, In-
spections Staff 

9 
    

оп҈ 

Develop a comprehensive Community Risk Reduction program to industry standards to focus efforts 
Medium Admin team 9 

    

Aggressively monitor and participate with Emergency Management Partners to emphasis prevention Ongoing - 
Short 

Admin Team,  9 
    

Aggressively monitor and participate with Emergency Management Partners to enhance response pre-Ongoing - 
Short 

Admin Team, City Media 
Staff 

3,9 
    

Pursue a Community Paramedicine Program with partner Wentworth Douglass Hospital to promote a Ongoing - 
Short 

Admin Team, City Media 
Staff 

1,5,9,10 
    

Have one or more staff member, attend an industry standard class on community risk reduc-
  

hƴƎƻƛƴƎΥ ǎǘŀũ ǘǊȅƛƴƎ ǘƻ ƎŜǘ ƛƴǘƻ LƴŘǳǎǘǊȅ /ƭŀǎǎŜǎ ǇǊƻǾƛŘŜŘ ōȅ bŀǝƻƴŀƭ CƛǊŜ !ŎŀŘŜƳȅΦ Dƻŀƭ 
ƴƻǿ C¸ нл ƻǊ C¸ нм 

мр҈ 

  bƻ !Ŏǝƻƴ ŀǎ ǿŀƛǝƴƎ ǳƴǝƭ ǇŜǊǎƻƴƴŜƭ Ŏŀƴ ŀǧŜƴŘ ƛƴŘǳǎǘǊȅ ǎǘŀƴŘŀǊŘ ŎƭŀǎǎŜǎ л҈ 

  
hƴƎƻƛƴƎΥ 5ƻ ŦŜŜŘ ƳŜŘƛŀ ǎǘŀũ ŎƻƴǘŜƴǘ ǊŜƎǳƭŀǊƭȅΦ bƻǘ ǊŜǇƻǊǝƴƎ ŎǳǊǊŜƴǘƭȅ ŀǎ ŀ ƳŜǘǊƛŎ 
ǘƘƻǳƎƘ Řƻ ƳŜƴǝƻƴ ŎƻƴǘŜƴǘ ŀƴŘ ǊŜǇƻǊǝƴƎ ƛƴ ƳƻƴǘƘƭȅ ǊŜǇƻǊǘ ƛŦ ƴƻǘŜǿƻǊǘƘȅΦ 

тр҈ 

  {ǘŀǊǘŜŘ C¸му - ƻƴƎƻƛƴƎ нр҈ 

In FY 18, Develop procedure linking City Media Staff with Shift officers for more timely social 
  

CƻǳƴŘ ƴƻǘ ǇǊŀŎǝŎŀƭ ŀǎ ǿǊƛǧŜƴ ŘǳŜ ǘƻ ƻǘƘŜǊ ǇǊƛƻǊƛǘȅ Ƨƻō ǊŜǎǇƻƴǎƛōƛƭƛǝŜǎ ƻŦ ǎƘƛƊ ƻŶŎŜǊǎΦ 
¦ǇŘŀǘŜǎ Řƻ ƘŀǇǇŜƴ ǘƻ ƳŜŘƛŀ ǎŜǊǾƛŎŜǎ Ǿƛŀ ƻƴ-Ŏŀƭƭ ŎƘƛŜŦ όŀŎŎƛŘŜƴǘ ǊƻŀŘ ŎƭƻǎǳǊŜǎΣ ŜǘŎύ ŀƴŘ 
ǇǳǊǎǳƛƴƎ ŦƻǊƳŀƭƛȊŀǝƻƴ  ǘƘŀǘ ŘŜǾŜƭƻǇƛƴƎ ǇǊƻŎŜǎǎΦ 

оо҈ 

house staff, schedule monthly goals with IT Liaisonsõ and complete website up-
  

! ŦŜǿ ƳƛƴƻǊ ǳǇŘŀǘŜǎ ƻŎŎǳǊǊŜŘ ǘƘƛǎ ŬǎŎŀƭ ȅŜŀǊΣ ƘŀƳǇŜǊŜŘ ōȅ ǝƳŜ ŎƻƴǎǘǊŀƛƴǘǎ ŘǳŜ ǘƻ ƘƛƎƘπ
ŜǊ ǇǊƛƻǊƛǘȅ ǇǊƻƧŜŎǘǎ 

рл҈ 

Monthly, maintain relationship with NH HSEM local liaison and pursue all available Emer-
  

hƴƎƻƛƴƎ ǎǳŎŎŜǎǎŦǳƭƭȅ ŀƴŘ ŎƻƴǎƛǎǘŜƴǘƭȅΦ hōǘŀƛƴŜŘ Ƴŀƴȅ ƎǊŀƴǘǎ ƛƴ ǊŜŎŜƴǘ ȅŜŀǊǎ ŀƴŘ ƭƻƻƪƛƴƎ 
ŀǘ [9ht ǳǇŘŀǘŜ ŀƴŘ /hD tƭŀƴ ŘŜǾŜƭƻǇƳŜƴǘ ƴŜȄǘΦ  

тр҈ 

Monthly, meet with WDH Population Manager and other upper level staff, and continue devel-
oping Community Paramedicine program framework until program developed or landscape   

²5I tƻǇǳƭŀǝƻƴ aŀƴŀƎŜǊ ƭŜƊ ²5I ŀƴŘ ƴƻǘ ŎǳǊǊŜƴǘ ŦƻŎǳǎ ŀǘ ²5IΦ  !ƭǿŀȅǎ ƭƻƻƪƛƴƎ ŦƻǊ 
ŦǳƴŘƛƴƎ ǎǘǊŜŀƳ ǘƻ ǎǳǇǇƻǊǘ ŎƻƳƳǳƴƛǘȅ ǇŀǊŀƳŜŘƛŎƛƴŜΦ ²ŀƛǝƴƎ ǘƻ ƘŜǊŜ ƻƴ {ǘŀǘŜ ²ƛŘŜ hǇƛπ
ƻƛŘ ǊŜǎǇƻƴǎŜ ƎǊŀƴǘ ǘƘŀǘ Ƴŀȅ ƘŀǾŜ ŀ ŎƻƳƳǳƴƛǘȅ ǇŀǊŀƳŜŘƛŎƛƴŜ ŎƻƳǇƻƴŜƴǘΦ 

рл҈ 

Assess workload and if progress through other means not happening, add Community Risk 
  

л҈ tǳǎƘŜŘ ōŀŎƪ ǳƴǝƭ ŀƊŜǊ ƛƴŘǳǎǘǊȅ ŎƭŀǎǎŜǎ Ŏŀƴ ōŜ ŀǧŜƴŘŜŘ ŀƴŘ ǎŎƻǇŜ ƻŦ ǿƻǊƪ ōŜǧŜǊ ǳƴŘŜǊπ
ǎǘƻƻŘ - ǇǊƻƧŜŎǝƻƴ ƛǎ C¸ нн ŦƻǊ ŘƛǊŜŎǝƻƴ ǘƻ ōŜ ŘŜǘŜǊƳƛƴŜŘ 
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Goal B: Workforce Development and Management  

Objective B.1 Develop workforce development opportunities and succession planning process for all positions, all special teams, and all tim

Action: B.1.1 
Develop career path manual for all positions and all special teams, with skill sets and milestones out-
lined, similar to probationary manual. 

Action: B.1.2 
Provide supervisory training though Primex or other vendors that provides or refreshes the toolbox for 
managing a multi-generational workforce. 

Action: B.1.3 
Adjust Chief Officer paygrades upward slightly to provided better succession path from Captain level 
positions to Chief Officer Level position. 

Action: B.1.4 
Expand Command Coverage opportunities beyond Chief Officers for succession planning purposes 
and for when Chief Officers are on vacation. 

Action: B.1.5 
For supervisors and future leaders, promote importance and develop incentive for becoming creden-
tialed and of earning industry leading career track certifications through the National Fire Academy 

Action: B.1.6 
Develop internal ability in conjunction with NH Fire Academy, to offer those required classes for pro-
motions that are not given by the NH Fire Academy frequently enough to meet demand (Vehicle Op-
erator Series as example). If not possible, find approved and reciprocal alternatives. 

Objective B.2 Improve recruitment of òDoveró Firefighter/Paramedics, training program content, compliance and efficiency 

Action: B.2.1 
Maintain and strengthen partnership with the Dover High CTC Program Firefighter 1 and EMT clas-
ses as a long term recruitment pathway  

Action: B.2.2 
Develop video conferencing ability between three stations to keep crews in districts when knowledge 
based trainings and meetings allow. 

Action: B.2.3 
Research available updates, and implement changes to physical fitness program, that raise overall em-
ployee fitness training, and reduces on and off the job injuries 

Action: B.2.4 Research if new parking garage meets requirements for training tower that meets ISO requirements.  

Action: B.2.5 
Align EMS Training and QA/QI Program, to fulfill the new NREMT NCCP Model National Contin-
ued Competency Program 

Objective B.3 Transition to having Commercial Driverõs Licenses to improve driver/operator knowledge, professionalism, and to eliminating n

Action: B.3.1 
Research Commercial Driverõs License Training methods and costs associated with that training, and 
medical card requirements, and program implementation methods for requiring CDL licenses for all 
employees to increase vehicle operating professionalism instead of relying on DOT exemption. 
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Timeline Responsibility Issue Status Progress 

Develop workforce development opportunities and succession planning process for all positions, all special teams, and all time in grade layers (5 years, 10 years).  ро҈ 

Develop career path manual for all positions and all special teams, with skill sets and milestones out-
Medium 

Working group from all 
positions 

2,8,10 
    

Provide supervisory training though Primex or other vendors that provides or refreshes the toolbox for 
Short Admin Team 1,2 

    

Adjust Chief Officer paygrades upward slightly to provided better succession path from Captain level 
Medium Fire Chief 2 

    

Expand Command Coverage opportunities beyond Chief Officers for succession planning purposes 
Medium Admin Team 2 

    

For supervisors and future leaders, promote importance and develop incentive for becoming creden-
 

Medium Admin Team 2,5 
    

Develop internal ability in conjunction with NH Fire Academy, to offer those required classes for pro-
motions that are not given by the NH Fire Academy frequently enough to meet demand (Vehicle Op-Medium Admin Team 2 

    

Improve recruitment of òDoveró Firefighter/Paramedics, training program content, compliance and efficiency  ро҈ 

Maintain and strengthen partnership with the Dover High CTC Program Firefighter 1 and EMT clas-Ongoing- 
Short 

Admin Team, Shifts. In-
structor Pool 

2 
    

Develop video conferencing ability between three stations to keep crews in districts when knowledge 
Medium Admin Team 8 

    

Research available updates, and implement changes to physical fitness program, that raise overall em-
Medium 

Peer fitness coordinators 
form ranks                                                     

2 
    

Research if new parking garage meets requirements for training tower that meets ISO requirements.  Short Admin Team 2,6     

Align EMS Training and QA/QI Program, to fulfill the new NREMT NCCP Model National Contin-Ongoing - 
Short 

E MS System Manager, 
Admin Team 

2,10 
    

Transition to having Commercial Driverõs Licenses to improve driver/operator knowledge, professionalism, and to eliminating need for DOT exemption  ро҈ 

Research Commercial Driverõs License Training methods and costs associated with that training, and 
medical card requirements, and program implementation methods for requiring CDL licenses for all Medium Admin Team 2,5 
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Goal B: Workforce Development and Management  

Objective Outcome Measure:  
Convene working group and develop career path for 4 positions a year over the next 3 years 
(FY 18, 19, 20 and 21) 

Objective Outcome Measure:  
Meet with Fire Academy and see which of two options will be supported, then identify require-
ments, and obtain requirements, implement plan by FY 20 

Objective Outcome Measure:  
Research turnkey Video Conferencing systems that doesnõt need Media Services or IT staff to 
setup when needed as presently required, and enter cost into upcoming budget for purchase 
by FY 19 with implementation and use by FY 20 

Objective Outcome Measure:  
Contact Primex and either send supervisors to scheduled training opportunities, or host in Do-
ver eliminating travel need - FY18 

Objective Outcome Measure:  
Evaluate if in house instructor can become CDL Instructor, and contact Primex, and NH Col-
lege System and private providers to determine best pathway and enter cost into budget for FY 
20. Also make the CDL a hiring requirement going forward at this time. 

Objective Outcome Measure:  
Working group to attend O2x workshop or equivalent in FY 18 and compare against alterna-
tives. Place $5500 program cost in FY 19 Budget if program will meet action item. 

Objective Outcome Measure:  
Assess during FY 18 if new parking Garage meets requirements. If not, research and specify 
training tower during FY 19 and enter into CIP during FY 20 

Objective Outcome Measure:  
Develop two-year EMS training calendar with Turner EMS Solutions in alignment with NCCP 
requirements, and provide monthly trainings as part of QA/QI program ð FY 17 

Objective Outcome Measure:  
Meet quarterly and plan delivery with CTC Staff, High School/NHFA Firefighter 1 and EMT 
Programs ð FY17 



Timeline Responsibility Issue Status Progress 

Convene working group and develop career path for 4 positions a year over the next 3 years 
      

[ƛŜǳǘŜƴŀƴǘ ŎƻƳǇƭŜǘŜŘ ǘƘƛǎ C¸Σ ƴŜŜŘ ǘƻ Ŏƻƴπ
ǝƴǳŜ ŦƻǊ ƻǘƘŜǊ Ǉƻǎƛǝƻƴǎ 

рл҈ 

Meet with Fire Academy and see which of two options will be supported, then identify require-
      

{ǝƭƭ ǘǊȅƛƴƎ ǘƻ ƎŜǘ ǘƘŜ bI CƛǊŜ !ŎŀŘŜƳȅ ǘƻ 
ǎǳǇǇƭȅ ŎƻǳǊǎŜǎ ƻǊ ŬƴŘ ŀƴ ŀŎŎǊŜŘƛǘŜŘ ƻǇπ
ǝƻƴ bI CƛǊŜ !ŎŀŘŜƳȅ ǿƛƭƭ ŀŎŎŜǇǘΦ  

тр҈ 

Research turnkey Video Conferencing systems that doesnõt need Media Services or IT staff to 
setup when needed as presently required, and enter cost into upcoming budget for purchase       

aƻǾŜŘ ƻǳǘ ƻŦ C¸ нл /LtΣ ŀǎ ƴŜǿ ƭƻǿŜǊ Ŏƻǎǘ 
ƻǇǝƻƴǎ ōŜƛƴƎ ǊŜǎŜŀǊŎƘŜŘ ǿƛǘƘ ǇǊƻƧŜŎǝƻƴ 
ǘƘŀǘ ŦǳƴŘƛƴƎ ƛƴ C¸ мф ƻǊ C¸ нл ōǳŘƎŜǘ ǿƛƭƭ 
ƘŀƴŘƭŜ рл҈ 

Contact Primex and either send supervisors to scheduled training opportunities, or host in Do-
      

/ƛǘȅ ƴƻǿ ƻũŜǊƛƴƎ ŎƭŀǎǎŜǎ ŦǊƻƳ tǊƛƳŜȄ ŀƴŘ 
ǎƻƳŜ ǎǳǇŜǊǾƛǎƻǊǎ ŦǊƻƳ Cϧw ŀƴŘ LƴǎǇŜŎπ
ǝƻƴǎ ƘŀǾŜ ŀǧŜƴŘŜŘΦΦΦǎǳŎŎŜǎǎŦǳƭƭȅ ƻƴƎƻƛƴƎ л҈ 

Evaluate if in house instructor can become CDL Instructor, and contact Primex, and NH Col-
lege System and private providers to determine best pathway and enter cost into budget for FY       

bƻ ŀŎǝƻƴ C¸ мф ŘǳŜ ǘƻ ǝƳŜ ŎƻƴǎǘǊŀƛƴǘǎΣ 
ŀƴŘ ŀƭƭƻŎŀǝƻƴ ƻŦ ǊŜǎƻǳǊŎŜǎ ǘƻ ƘƛƎƘŜǊ ǇǊƛƻǊπ
ƛǘȅ ǇǊƻƧŜŎǘǎ 

л҈ 

Working group to attend O2x workshop or equivalent in FY 18 and compare against alterna-
      

CƻǳƴŘ ƻǳǘ ŀƊŜǊ ŘŜŜǇŜǊ ǊŜǎŜŀǊŎƘΣ ǘǊǳŜ Ŏƻǎǘ 
ƛǎ ƛƴ ǘƘŜ ǾƛŎƛƴƛǘȅ ƻŦ ϷмнΣллл ǎƻ ƭƻƻƪƛƴƎ ǘƻ 
ǇƭŀŎŜ ƛƴ ŀ ŦǳǘǳǊŜ ōǳŘƎŜǘ нр҈ 

Assess during FY 18 if new parking Garage meets requirements. If not, research and specify 
      

IŀǾŜ ƭŜŀǊƴŜŘ ŘƻŜǎ ƴƻǘ ǉǳŀƭƛŦȅΦ ²ƻǳƭŘ ǊŜπ
ǉǳƛǊŜ ƳǳŎƘ ŜǾŀƭǳŀǝƻƴ ǝƳŜ ŦǊƻƳ L{h ǘƻ 
Ǝŀƛƴ ŀƴȅ ǇƻƛƴǘǎΦ ²ƛƭƭ ǇǊƻŎŜŜŘ ǿƛǘƘ ǊŜπ
ǎŜŀǊŎƘ ŀƴŘ ŘŜǾŜƭƻǇƳŜƴǘ ŦƻǊ ƛƴŎƭǳǎƛƻƴ ƛƴ 
/Lt ŀǘ ǎƻƳŜ Ǉƻƛƴǘ млл҈ 

year EMS training calendar with Turner EMS Solutions in alignment with NCCP 
      

¢Ƙƛǎ ǿŀǎ ŎƻƳǇƭŜǘŜŘ ŀƴŘ ǿŀǎ ǎǳŎŎŜǎǎŦǳƭ 
ǘƘǊƻǳƎƘ ǊŜŎŜǊǝŬŎŀǝƻƴ ǇǊƻŎŜǎǎ ŦƻǊ ƘŀƭŦ ƻŦ 
ƻǊƎŀƴƛȊŀǝƻƴ ŘǳŜ ŦƻǊ bŀǝƻƴŀƭ ǊŜŎŜǊǝŬŎŀπ
ǝƻƴ ŀƴŘ {ǘŀǘŜ ǊŜ-ƭƛŎŜƴǎƛƴƎ ŦƻǊ 
aŀǊŎƘ ƻŦ нлмуΦ bŜǿ ŎƘŀƭƭŜƴƎŜ ǿŀǎ ǾŜƴŘƻǊ 
Ƙŀǎ ǘƻƻ ƳǳŎƘ ǿƻǊƪ ŀƴŘ ƛǎ ŘƛǎŎƻƴǝƴǳƛƴƎ 
ǎŜǊǾƛŎŜΦ bŜǿ ǾŜƴŘƻǊ ƭƻŎŀǘŜŘ ŀƴŘ ǿƻǊƪƛƴƎ 
ǎǳŎŎŜǎǎŦǳƭƭȅ ǎƻ ƻƴƎƻƛƴƎ 

млл҈ 

Meet quarterly and plan delivery with CTC Staff, High School/NHFA Firefighter 1 and EMT 
      

tǊƻƎǊŀƳǎ ōŜƛƴƎ ŘŜƭƛǾŜǊŜŘ ŎǳǊǊŜƴǘƭȅΦ aŜŜǘ 
ǇŜǊƛƻŘƛŎŀƭƭȅ ǿƛǘƘ ǎŎƘƻƻƭ ǎǘŀũΣ CƛǊŜ !ŎŀŘŜπ
Ƴȅ ŀƴŘ {!¦ {ǳǇŜǊƛƴǘŜƴŘŜƴǘΦ tŀǊǘƴŜǊǎƘƛǇ 
ǿƛǘƘ ƴŜǿ /¢/ ŘƛǊŜŎǘƻǊ ŜǎǘŀōƭƛǎƘŜŘ ŀƴŘ 
ǿƻǊƪƛƴƎ ǿƛǘƘ ƴƻ ŎƻƴŎŜǊƴǎΦ  !ƭƭ ǇŀǊǝŜǎ ǳǎπ
ƛƴƎ ǘŜŀƳ ŀǇǇǊƻŀŎƘ ǘƻ ƛǎǎǳŜǎ ǘƘŀǘ ǇƻǇ ǳǇ - 
ƻƴƎƻƛƴƎ тр҈ 
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Goal C: Organizational Excellence and Customer Service  

Objective C.1 Maintain and improve overall quality and professionalism of organization, and internal and external customer service

Action: C.1.1 Increase professionalism and best practices by pursuing Ambulance and Fire Service Accreditation. 

Action: C.1.2 
Shift all appropriate internal manual processes to SharePoint such as fire apparatus/vehicle check in/
maintenance logging, Inspection Services permit logging, Inspection Services field notes by building 
permit.  

Action: C.1.3 
Purchase Fire and EMS reporting software that doesnõt just meet mandatory reporting requirements, 
but provides real time accessible data for operational decision making which is a requirement for EMS 
QA/QI, Accreditation needs, and Community paramedicine efforts 

Action: C.1.4 
Identify and pursue contracting with an Ambulance Billing Company that provides easily accessible 
data on collections and bill status, bills every two to three days versus existing company with cumber-
some systems. Additionally, can bill Insurance Companies for Fire Response 

Action: C.1.5 
Establish System to recover costs from negligent responses, DWIõs, using FEMA rates and actual per-
sonnel costs 

Action: C.1.6 
Establish clear and defined system for Inspection Staff to follow to pursue through the District Court 
System, chronic code violators. 

Action: C.1.7 
Continue establishment of meaningful QA/QI program based on National Standards and in coopera-
tion with Medical Resource Hospital, to meet industry standards and State of NH EMS Regulations 

Action: C.1.8 
Revitalize outdated building pre-plan development program to meet ISO requirements and Industry 
Standards, and feed information into Public Eye and other GIS based applications 

Action: C.1.9 
Develop criteria and system for middle level managers to fill in for Chief officer level after-hoursõ com-
mand coverage to expand those skill sets and meet national requirements 

Action: C.1.10 
Complete a needs assessment of the requirements of NFPA 1710 for Fire Response and develop and 
institute action plan to meet those requirements 

Objective Outcome Measure:  
By FY 19, identifying all required tasks through needs assessment process and establishment 
of task list. Any budget items to be included in future budgets. Operating procedures to be 
aligned with accreditation needs going forward. 

Objective Outcome Measure:  
Have requested in FY 18, funding for a part-time, 20 hours per week, Professional Standards 
Coordinator 

Objective Outcome Measure:  Achievement of Ambulance Accreditation in FY 20 

Objective Outcome Measure:  Achievement of Fire Service Accreditation in FY 21 
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Timeline Responsibility Issue Status Progress 

Maintain and improve overall quality and professionalism of organization, and internal and external customer service оо҈ 

 
Medium to 

Long 

Admin, EMS System Man-
ager and PT Professional 
Standards Coordinator  

5 
    

Shift all appropriate internal manual processes to SharePoint such as fire apparatus/vehicle check in/
maintenance logging, Inspection Services permit logging, Inspection Services field notes by building 

Ongoing - 
Short 

Admin Team with IT assis-
tance 

1,2,5 
    

Purchase Fire and EMS reporting software that doesnõt just meet mandatory reporting requirements, 
but provides real time accessible data for operational decision making which is a requirement for EMS Short 

Admin Team with IT assis-
tance 

1,5,9,10 

    

Identify and pursue contracting with an Ambulance Billing Company that provides easily accessible 
data on collections and bill status, bills every two to three days versus existing company with cumber-

Ongoing - 
Short 

Admin Team with Purchas-
ing Team assistance 

10 

    

Establish System to recover costs from negligent responses, DWIõs, using FEMA rates and actual per-Ongoing - 
Short 

Admin Team with Purchas-
ing Team assistance 

5 
    

Establish clear and defined system for Inspection Staff to follow to pursue through the District Court Short to Me-
dium 

Admin Team, Legal Staff, 
and support staff 

5,9 
    

Continue establishment of meaningful QA/QI program based on National Standards and in coopera-
tion with Medical Resource Hospital, to meet industry standards and State of NH EMS Regulations 

Ongoing - 
Medium 

EMS System Manager 2,5,10 
    

plan development program to meet ISO requirements and Industry 
Short 

Admin Team and Shift Of-
ficerõs  

1,3,5,9 
    

hoursõ com-
  

Admin Team and Shift Of-
ficerõs  

2, 
    

Complete a needs assessment of the requirements of NFPA 1710 for Fire Response and develop and 
  Admin Team  2,5 

    

By FY 19, identifying all required tasks through needs assessment process and establishment 
of task list. Any budget items to be included in future budgets. Operating procedures to be   

IŀǾŜ ƛƴŎƭǳŘŜŘ ƛƴ C¸мф ōǳŘƎŜǘ ǊŜǉǳŜǎǘΣ ǎƻƳŜ ŜǉǳƛǇƳŜƴǘ ƴŜŜŘǎ ŦǊƻƳ ƻƴƎƻƛƴƎ ƴŜŜŘǎ ŀǎπ
ǎŜǎǎƳŜƴǘ ŦƻǊ ŜǉǳƛǇƳŜƴǘ ŀǘ ŜƴŘ ƻŦ ǎŜǊǾƛŎŜ ƭƛŦŜΣ ƻǊ ǘƻ Ƴŀƛƴǘŀƛƴ ǎŜǊǾƛŎŜ ŘŜƭƛǾŜǊȅ ǘƻ ƛƴŘǳǎǘǊȅ 
ǎǘŀƴŘŀǊŘǎΦ !ƭƛƎƴƳŜƴǘ ƻŦ ŀŎǝǾƛǝŜǎ ǿƘŜǊŜ ǇƻǎǎƛōƭŜΣ ǿƛǘƘ ŀŎŎǊŜŘƛǘŀǝƻƴ ƴŜŜŘǎΣ ƛǎ ƻƴƎƻƛƴƎΦ рл҈ 

time, 20 hours per week, Professional Standards 
  

wŜ-ŘƛǊŜŎǘŜŘ ƛƴ C¸ мф ǘƻ ŀŎƘƛŜǾŜ Ǿƛŀ ŀ /ƘƛŜŦ ƭŜǾŜƭ Ǉƻǎƛǝƻƴ ŀƭƻƴƎ ǿƛǘƘ ǎƻƳŜ ƻǘƘŜǊ ǳǇǇŜǊ ƭŜǾπ
Ŝƭ ƴŜŜŘǎΦ CƛƭƭŜŘ ǘƘƛǎ Ǉƻǎƛǝƻƴ ōŜƎƛƴƴƛƴƎ ƻŦ WŀƴǳŀǊȅ ŀƴŘ ƻƴƎƻƛƴƎ тр҈ 

  
5ŜƭŀȅŜŘ ŘǳŜ ǘƻ ƴƻǘ ŜƴƻǳƎƘ ǊŜǎƻǳǊŎŜ ǝƳŜ - ƴŜǿ  ǇǊƻŦŜǎǎƛƻƴŀƭ ǎǘŀƴŘŀǊŘǎ /ƘƛŜŦ [ŜǾŜƭ Ǉƻǎƛπ
ǝƻƴ ǿƛƭƭ  ƎǊŜŀǘƭȅ ŀǎǎƛǎǘΦ [ƻƻƪƛƴƎ ŀǘ C¸ нм л҈ 

  

л҈ 

5ŜƭŀȅŜŘ ŘǳŜ ǘƻ ƴƻǘ ŜƴƻǳƎƘ ǊŜǎƻǳǊŎŜ ǝƳŜ - ƴŜǿ  ǇǊƻŦŜǎǎƛƻƴŀƭ ǎǘŀƴŘŀǊŘǎ /ƘƛŜŦ [ŜǾŜƭ Ǉƻǎƛπ
ǝƻƴ ǿƛƭƭ  ƎǊŜŀǘƭȅ ŀǎǎƛǎǘΦ [ƻƻƪƛƴƎ ŀǘ C¸ ннΦ tǊƻŦŜǎǎƛƻƴŀƭ {ǘŀƴŘŀǊŘǎ /ƘƛŜŦ ŀǧŜƴŘŜŘ CŜōǊǳŀǊȅ 
нлмф ŀ bŀǝƻƴŀƭ CƛǊŜ !ŎŀŘŜƳȅ Ŏƭŀǎǎ ƻƴ ŘŜǾŜƭƻǇƛƴƎ ŀ ŎƻƳƳǳƴƛǘȅϥǎ {ǘŀƴŘŀǊŘǎ ƻŦ /ƻǾŜǊ 
ǿƘƛŎƘ ƛǎ ŀ Ƴŀƛƴ ǇƛƭƭŀǊ ǘƘŀǘ ŬǊŜ ǎŜǊǾƛŎŜ ŀŎŎǊŜŘƛǘŀǝƻƴ ƛǎ ōǳƛƭǘ ƻƴΦ 
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Goal C: Organizational Excellence and Customer Service  

Objective Outcome Measure:  
Starting in FY 17, Establish SharePoint pages that are accessible by tablets for field updating. 
Test concept, and then expand if successful through FY 18 and FY 19  

Objective Outcome Measure:  
Specify, Purchase, Install, Test, Train on, and Operationalize new Fire Reporting Software in 
FY 18/FY 19 

Objective Outcome Measure:  
Specify Purchase, Install, Test, Train on, and Operationalize new EMS Reporting Software in 
FY 18/FY 19 

Objective Outcome Measure:  
In FY 17, Utilizing Group RFP developed with Purchasing Department, pick new Ambulance 
Billing Company and try for 1 year and compare billing revenue deposits with previous compa-
ny performance 

Objective Outcome Measure:  
In FY 18, After developing procedure for Inspections on prosecuting chronic code violators, 
implement and review for effectiveness 

Objective Outcome Measure:  
In FY 18, Complete research on what should be in a QA/QI program, and develop procedure/
program 

Objective Outcome Measure:  In FY 19, Implement QA/QI with measures to show impact over 1 to 2 years 

Objective Outcome Measure:  
In FY 18, assign Suppression Shifts buildings monthly to collect through ARC-GIS Collector 
and the IPADS, building data to enter into City GIS and then develop pre-plans accessible 
through Public Eye 

Objective Outcome Measure:  
Develop, implement and fund system for Captains to assume 
command duties when Chiefs are on leave and to expand skill sets ð FY 19 

Objective Outcome Measure:  
Research, align with other City Departments and region, and institute Chief Officer Paygrade 
adjustment to draw in-house people from Captain Level for all Chief Level Positions - FY 19 

Objective Outcome Measure:  
In FY 17, After developing procedure for cost recovery on DWI and other negligence respons-
es, implement and review for effectiveness 



Timeline Responsibility Issue Status Progress 

Starting in FY 17, Establish SharePoint pages that are accessible by tablets for field updating. 
  

hƴƎƻƛƴƎΦ {ǘŀũ ǝƳŜ ǇǊƛƻǊƛǝȊŜŘ ǇŀǇŜǊƭŜǎǎ 9a{ ōƛƭƭƛƴƎ ǇǊƻŎŜǎǎ ŎƘŀƴƎŜǎ ƛƴŎƭǳŘƛƴƎ ŀǳǘƻƳŀǘŜŘ 
ōƛƭƭƛƴƎ v!κvLΣ ǘƻ Ǝƻ ǿƛǘƘ ŎŀǇŀōƛƭƛǝŜǎ ƻŦ ƴŜǿ ŀƳōǳƭŀƴŎŜ ōƛƭƭƛƴƎ ŎƻƳǇŀƴȅ ǘƘŀǘ ǎǘŀǊǘŜŘ 
ммκнлмтΦ IŀǾŜ ƭŜŀǊƴŜŘ /ƛǘȅ ǳǎŜǎ ŀ ŦǊŜŜ нлмо {ƘŀǊŜtƻƛƴǘ ǾŜǊǎƛƻƴΦ bŜŜŘ ǘƻ ŀǎǎŜǎǎ ƛŦ ǿƛƭƭ ōŜ 
ǎǳŶŎƛŜƴǘ ƻǊ ƛŦ ǳǇƎǊŀŘŜ ƴŜŜŘŜŘ ǘƻ ŀŎŎŜǎǎ ƭƻŎƪŜŘ ŦŜŀǘǳǊŜǎ нр҈ 

Specify, Purchase, Install, Test, Train on, and Operationalize new Fire Reporting Software in 
  

9ƴǘŜǊŜŘ ƛƴǘƻ /Lt ŀŘƻǇǘŜŘ мнκмт ŦƻǊ C¸мфΣ ǘƘŜƴ ƳƻǾŜŘ ǘƻ C¸ нм /Lt ŘǳŜ ǘƻ ƻǘƘŜǊ ƘƛƎƘŜǊ 
ǇǊƛƻǊƛǝŜǎ л҈ 

Specify Purchase, Install, Test, Train on, and Operationalize new EMS Reporting Software in 
  

9ƴǘŜǊŜŘ ƛƴǘƻ /Lt ŀŘƻǇǘŜŘ мнκмт ŦƻǊ C¸мфΣ ǘƘŜƴ ƳƻǾŜŘ ǘƻ C¸ нм /Lt ŘǳŜ ǘƻ ƻǘƘŜǊ ƘƛƎƘŜǊ 
ǇǊƛƻǊƛǝŜǎ л҈ 

In FY 17, Utilizing Group RFP developed with Purchasing Department, pick new Ambulance 
Billing Company and try for 1 year and compare billing revenue deposits with previous compa-   

DǊƻǳǇ wCt ǇǊƻŎŜǎǎ ǿƛǘƘ /ƛǘȅ tǳǊŎƘŀǎƛƴƎ ŀƎŜƴǘΣ ŜǾŀƭǳŀǘŜŘ ƳǳƭǝǇƭŜ ŀƳōǳƭŀƴŎŜ ōƛƭƭƛƴƎ ǾŜƴπ
ŘƻǊǎ ƛƴ C¸ мтΦ !ƭƭ ǇǳǊŎƘŀǎƛƴƎ ǇǊƻŎŜǎǎŜǎ ŎƻƳǇƭŜǘŜŘ ŀƴŘ ƴŜǿ ǾŜƴŘƻǊ 
ǇƛŎƪŜŘ ŀǎ ƻƭŘ ǾŜƴŘƻǊ ƴƻǘ ǊŜŎƻƳƳŜƴŘŜŘ ōȅ ƎǊƻǳǇ ŀǎ ƭƻǿŜǊ ǊŀƴƪŜŘ ƛƴ Ƴŀƴȅ ŀǊŜŀǎΦ ƴŜǿ 
ǾŜƴŘƻǊ ǘƻƻƪ ƻǾŜǊ ŀƳōǳƭŀƴŎŜ ōƛƭƭƛƴƎ ммκмтΦƴŜǿ ǾŜƴŘƻǊ ǿƻǊƪƛƴƎ ǿŜƭƭ ŀƊŜǊ м ȅŜŀǊΦ IŀǾŜ ǊŜ-
ƭƛƴƪŜŘ ŎƻƭƭŜŎǝƻƴǎ ǾŜƴŘƻǊ ǘƻƻ ƛƴ C¸ мф ǿƘƛŎƘ ǿŀǎ ƘŜƭŘ ŀǘ ŀǊƳǎ ƭŜƴƎǘƘ ŘǳŜ ǘƻ ŎƻƴǘǊŀŎǘ ƭŀƴπ
ƎǳŀƎŜ ǿƛǘƘ ƻƭŘ ōƛƭƭƛƴƎ ǾŜƴŘƻǊΦ /ƻƭƭŜŎǝƻƴǎ ŜũƻǊǘǎ ƴƻǿ ƛƳǇǊƻǾƛƴƎΦ тр҈ 

In FY 18, After developing procedure for Inspections on prosecuting chronic code violators, 
  

5ŜǾŜƭƻǇŜŘ ŘƻŎǳƳŜƴǘŀǝƻƴ ǘŜƳǇƭŀǘŜ ƛƴ C¸муΦ ¦ǎŜŘ ƛƴ IƻǳǎƛƴƎ {ǘŀƴŘŀǊŘǎ Ǿƛƻƭŀǝƻƴ ƛǎǎǳŜ ŀǎ 
ǘŜǎǘΦ /ƻƳǇƭƛŀƴŎŜ ŀŎƘƛŜǾŜŘ ōŜŦƻǊŜ /ƻǳǊǘ ƛƴ ǘƘŀǘ ŎŀǎŜΦ bƻǿ 
ōŜŎƻƳƛƴƎ ƻǇŜǊŀǝƻƴŀƭ ǇǊƻŎŜǎǎ ƛƴ LƴǎǇŜŎǝƻƴǎΦ  IŀǾŜ ƛŘŜƴǝŬŜŘ ƘŀǾƛƴƎ ŀ ǇŜǊǎƻƴ ǿƛǘƘ ǎǳƳπ
Ƴƻƴǎ ŀǳǘƘƻǊƛǘȅ ǿƻǳƭŘ ƎǊŜŀǘƭȅ ŀŎŎŜƭŜǊŀǘŜ ǘƘƛǎ ǎŜǊǾƛŎŜΦ Iƻǿ ǘƘŀǘ ǿƻǳƭŘ ǿƻǊƪ ƛǎ ƛƴ ǇǊƻƎǊŜǎǎΦ рл҈ 

In FY 18, Complete research on what should be in a QA/QI program, and develop procedure/
  

wŜǎŜŀǊŎƘ ŎƻƳǇƭŜǘŜŘ ǿƛǘƘ ŜŀǎƛŜǊ ŎƻƳǇƭƛŀƴŎŜ ƛǘŜƳǎ ƻŎŎǳǊǊƛƴƎ ƛƴŎƭǳŘƛƴƎ ƛƴǘŜƎǊŀǝƻƴ ƛƴǘƻ 
ǘǊŀƛƴƛƴƎ ǇǊƻƎǊŀƳΦ tǊƻŎŜŘǳǊŜ ŘŜǾŜƭƻǇƳŜƴǘ ŦƻǊǘƘŎƻƳƛƴƎΦ hƴƎƻƛƴƎ ǎǝƭƭΦΦΦǿƛƭƭ ƴŜŜŘ Řŀǘŀ Ƴƛƴπ
ƛƴƎ ŦǊƻƳ ƴŜǿ ǎƻƊǿŀǊŜ ǘƻ Ŧǳƭƭȅ ƻǇŜǊŀǝƻƴŀƭƛȊŜΦ LŦ ǎƻƊǿŀǊŜ ǇǳǊŎƘŀǎŜŘ ƛƴ C¸ нмΣ ǘƘŜƴ ǘƘƛǎ 
ǿƻǳƭŘ ƻŎŎǳǊ ƛƴ C¸ нн рл҈ 

  
hƴƎƻƛƴƎΧƘŀǾŜ ƛƳǇƭŜƳŜƴǘŜŘ ōƛƭƭƛƴƎ v!κvL ŀƴŘ ŎƻƴǝƴǳƛƴƎ ŜȄǇŀƴǎƛƻƴ ǇƭŀƴƴŜŘ ƻǾŜǊ ƴŜȄǘ 
ǎŜǾŜǊŀƭ C¸ϥǎ л҈ 

GIS Collector 
  

aŜŎƘŀƴƛǎƳ ǘƻ ǳǎŜ !ǊŎ-DL{ /ƻƭƭŜŎǘƻǊ ƛǎ ƴƻǿ ŦǳƴŎǝƻƴŀƭ ǿƛǘƘ ǘŜǎǝƴƎ ŎƻƳǇƭŜǘŜŘ ōȅ ǎǘŀũ 
ƳŜƳōŜǊǎ ŀƴŘ ŦƻǳƴŘ ŦǳƴŎǝƻƴŀƭΦ aƻƴǘƘƭȅ Řŀǘŀ ŎƻƭƭŜŎǝƻƴ ŀǎǎƛƎƴƳŜƴǘ ǇǊƻŎŜŘǳǊŜ ƛǎ ƴŜȄǘ ƛƴ 
ǉǳŜκƻƴƎƻƛƴƎ ƴƻǿ ǘƘŀǘ ǘŜŎƘƴƻƭƻƎȅ ƭƛƴƪǎ ōŜǘǿŜŜƴ ŀǇǇƭƛŎŀǝƻƴǎ ŀǊŜ ŬƴƛǎƘŜŘ ŀƴŘ ǿƻǊƪƛƴƎΦ 
bŜŜŘ ǘƻ ƻǇŜǊŀǝƻƴŀƭƛȊŜ ǘƘŜ ǎƘƛƊǎ ƛƴǾƻƭǾŜƳŜƴǘ ŀǊƻǳƴŘ ƻǘƘŜǊ ŎƻƳǇŜǝƴƎ ǇǊƛƻǊƛǝŜǎΣ ƛƴ C¸ 
мфκC¸ нл рл҈ 

  

IŀǾŜ ŀŎƘƛŜǾŜŘ ŎƻƳƳŀƴŘ ŎƻǾŜǊŀƎŜ ƻƧŜŎǝǾŜκƴŀǝƻƴŀƭ ǎǘŀƴŘŀǊŘǎ ŎƻƳǇƭƛŀƴŎŜ ǊŜǉǳƛǊŜƳŜƴǘǎ 
ǘƘǊƻǳƎƘ ŀŘŘƛǝƻƴŀƭ ŎƘƛŜŦ ƭŜǾŜƭ Ǉƻǎƛǝƻƴǎ ŀƴŘ ŜǎǘŀōƭƛǎƘŜŘ нп-ƘƻǳǊ /ƘƛŜŦ ƻƴ-Ŏŀƭƭ ǎȅǎǘŜƳΦ 
/ƘƛŜŦϥǎκhƴ-/ŀƭƭ /ƘƛŜŦϥǎ ƴƻǿ ŘƛǎǇŀǘŎƘŜŘ ǿƛǘƘ ǎǘŀǝƻƴ ŎǊŜǿǎ ǘƘǊƻǳƎƘ ƴŜǿ ǘŜŎƘƴƻƭƻƎȅ ŀǇǇƭƛπ
Ŏŀǝƻƴǎ ǘƻ ǘƘŜ ǘȅǇŜǎ ƻŦ Ŏŀƭƭǎ ƴŀǝƻƴŀƭ ǎǘŀƴŘŀǊŘǎ ǊŜǉǳƛǊŜ ǘƘƛǎ ǊŜǎǇƻƴǎŜΦ рл҈ 

Research, align with other City Departments and region, and institute Chief Officer Paygrade 
FY 19 

  

{ƻƳŜ ŎƘŀƴƎŜǎ ŘƛŘ ƻŎŎǳǊ ǘƘǊƻǳƎƘ ƭŀōƻǊ ƴŜƎƻǝŀǝƻƴǎ ƛƴ ǎǳƳƳŜǊ ƻŦ нлмтΣ ŀŎƘƛŜǾƛƴƎ ǘƘƛǎ 
ƻōƧŜŎǝǾŜ ǘƻ ǎƻƳŜ ŘŜƎǊŜŜΦ ƳƻƴƛǘƻǊƛƴƎ ŦƻǊ ƳƻǊŜ ƻǇǇƻǊǘǳƴƛǘȅ ŎǳǊǊŜƴǘƭȅ ǘƘŀǘ ōŀƭŀƴŎŜǎ /ƛǘȅ 
ŎƭŀǎǎƛŬŎŀǝƻƴ ǎŎŀƭŜ ƴŜŜŘǎ ǿƛǘƘ ƻǘƘŜǊ ŘŜǇŀǊǘƳŜƴǘǎ ŀƴŘ ƛƴŘǳǎǘǊȅΦ tŀȅ ǎŎŀƭŜ ŎƭŀǎǎƛŬŎŀǝƻƴ 
ŎƻƳƳƛǧŜŜ ǇǊƻŎŜǎǎ ƳƻǾƛƴƎΦ !ǿŀƛǝƴƎ ǊŜǎǳƭǘǎ ŀƴŘ ǇƻǘŜƴǝŀƭƭȅ Ƴŀȅ ƴŜŜŘ ǘƻ ŀŘŘǊŜǎǎ ƛƴ ƴŜȄǘ 
ǊƻǳƴŘ ƻŦ ƭŀōƻǊ ƴŜƎƻǝŀǝƻƴǎ тр҈ 

In FY 17, After developing procedure for cost recovery on DWI and other negligence respons-
  

л҈ 
[ƻƻƪƛƴƎ ŀǘ ƛƴŎƻǊǇƻǊŀǝƴƎ ǘƘƛǎ ƻōƧŜŎǝǾŜ ǿƛǘƘƛƴ ŦǳǘǳǊŜ ǎƻƊǿŀǊŜ ǇǳǊŎƘŀǎŜΦ wŜǎŜŀǊŎƘƛƴƎ ƛŦ 
Ŏŀƴ ƻǇŜǊŀǝƻƴŀƭƛȊƛƴƎ ǿƛǘƘ ŜȄƛǎǝƴƎ ōƛƭƭƛƴƎ ǎȅǎǘŜƳ ŎŀǇŀōƛƭƛǝŜǎ ƛƴ C¸ мфΦ 
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Fire and Rescue 
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Goal D: Infrastructure and Technological Assets 

Objective D.1 Maintain, extend life, and develop comprehensive replacement schedule for all vehicles and specialized equipment

Action: D.1.1 Vehicle Plan 

Action: D.1.2 Specialized Equipment Plan 

Action: D.1.3 Boat Plan 

Objective Outcome Measure:  
Starting FY 17, Track and update mileage and usage in December and June of all vehicles, and 
move vehicles between stations at that time to balance wear if necessary. 

Objective Outcome Measure:  

Starting FY 17, Research and specify vehicle manufacturers going forward to purchase from, 
with increased emphasis on quality ratings, and better warranty processing. Also identify those 
who build more than one component together such as chassis and body, to improve repair out-
comes and speed of complicated repairs. 

Objective Outcome Measure:  
Starting FY 17, Project growth of City, ISO and other requirements, and incorporate in vehicle 
specifications going forward 

Objective Outcome Measure:  
Starting FY 17, Monitor, and report internal labor involved managing complicated repairs, and 
analyze if reduction in labor time and increase in repair resolution outcomes achieved 

Objective Outcome Measure:  
In FY 18, add projected equipment lifespan to existing inventories based on usage and nation-
al standards, and determine end of service life/replacement date for budget formulation. 

Objective Outcome Measure:  

Work during next couple FYõs, to find grants to fund replacement of current boat or govern-
ment surplus boat, as current military style rubber inflatable delaminating and now too costly 
to maintain. Due to low number of boat calls and available mutual aid resources, low priority 
item. 

Objective Outcome Measure:  
In FY 18, Purchase Quint that fulfills ISO Ladder Truck requirements for redundancy and to 
be prepared for the Dover in 2027+ 
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Fire and Rescue 

Timeline Responsibility Issue Status Progress 

Maintain, extend life, and develop comprehensive replacement schedule for all vehicles and specialized equipment уф҈ 

Ongoing - 
Annually 

Admin Team 4 
    

Short 
Completed by personnel 

with those areas of respon-
sibility. 

7 

    

Medium 
Admin Team and Shift Of-
ficerõs with Boat Experience 

7 
    

Starting FY 17, Track and update mileage and usage in December and June of all vehicles, and 
      

Lƴ ŦǳǘǳǊŜ ȅŜŀǊǎ ǿƛƭƭ ŀŘƧǳǎǘ ŦƻǊ ŎƘŀƴƎƛƴƎ 
ǘǊŜƴŘǎ ƻƴ ǊŜǎǇƻƴǎŜǎ ŀƴŘ ƳƛƭŜŀƎŜκŜƴƎƛƴŜ 
ƘƻǳǊ ǳǎŀƎŜ ǇŀǧŜǊƴǎΦ hƴƎƻƛƴƎκǿƻǊƪƛƴƎΦ млл҈ 

Starting FY 17, Research and specify vehicle manufacturers going forward to purchase from, 
with increased emphasis on quality ratings, and better warranty processing. Also identify those 
who build more than one component together such as chassis and body, to improve repair out-

      

!ƳōǳƭŀƴŎŜ ǇǳǊŎƘŀǎŜ ƛƴ C¸мт ŦǊƻƳ t[ /ǳǎπ
ǘƻƳΣ ǿŀǎ ŬǊǎǘ ǘŜǎǘ ŀƴŘ ǎƻ ŦŀǊΣ ǿŀǊǊŀƴǘȅ 
ŀƴŘ ǊŜǇŀƛǊ ƛǎǎǳŜǎ ƘŀǾŜ ōŜŜƴ ǊŜŘǳŎŜŘ ŀǎ 
ŎƻƳǇŀǊŜŘ ǘƻ ƭŀǎǘ ŀƳōǳƭŀƴŎŜ ǇǳǊŎƘŀǎŜŘ 
ōŜŦƻǊŜ C¸мтΦ {ŜŎƻƴŘ t[ /ǳǎǘƻƳ ŀƳōǳπ
ƭŀƴŎŜ Ƨǳǎǘ ǇƭŀŎŜŘ ƛƴ ǎŜǊǾƛŎŜΣ ǎŀƳŜ ŀǎ vǳƛƴǘ 
ǘƘŀǘ ǿŜƴǘ ƛƴ ǎŜǊǾƛŎŜ ǊŜŎŜƴǘƭȅΦ hƴƎƻƛƴƎ ŀƴŘ 
ǿƻǊƪƛƴƎ ǿŜƭƭ ǿƛǘƘ ƭŜǎǎ ƭŀōƻǊ ƛƴǾƻƭǾŜŘ ŀƴŘ 
ƭŜǎǎ ŘƻǿƴǝƳŜ ŘǳǊƛƴƎ ƛǎǎǳŜ ǊŜǎƻƭǳǝƻƴΦ млл҈ 

Starting FY 17, Project growth of City, ISO and other requirements, and incorporate in vehicle 
      

¢Ƙƛǎ ǿŀǎ ōŜŜƴ ǳǎŜŘ ŘǳǊƛƴƎ C¸му L{h ǊŜπ
ǾƛŜǿ ǿƘƛŎƘ ƻŎŎǳǊǎ ŜǾŜǊȅ р ȅŜŀǊǎΣ ǘƻ ŀǎǎƛƎƴ 
ƴŜǿ vǳƛƴǘ ǘƻ {ƻǳǘƘ 9ƴŘ {ǘŀǝƻƴ ŦƻǊ ōŜǧŜǊ 
ŘŜǇƭƻȅƳŜƴǘ ǎŎƻǊƛƴƎΦ hƴƎƻƛƴƎΤ 5ƻǾŜǊ tƻƛƴǘ 
wƻŀŘ {ǘŀǝƻƴ ƛƴ ƭƻƴƎ ǘŜǊƳ όнл ȅŜŀǊύ Ǉƭŀƴ млл҈ 

Starting FY 17, Monitor, and report internal labor involved managing complicated repairs, and 
      

aƻƴƛǘƻǊƛƴƎ ƛǎ ƻŎŎǳǊǊƛƴƎΦ /ƘŀƴƎŜ ƛƴ ǇǳǊπ
ŎƘŀǎƛƴƎ ǾŀƭǳƛƴƎ ŀǇǇǊƻǾŜŘ ƭƻŎŀƭ ǊŜǇŀƛǊ ƴŜǘπ
ǿƻǊƪ ƻǇǝƻƴǎ ŀƴŘ ƻǊ ƳƻōƛƭŜ ǎŜǊǾƛŎŜ ƻǾŜǊ 
ǎƭƛƎƘǘƭȅ ƭƻǿŜǊ ǇǳǊŎƘŀǎŜ Ŏƻǎǘ ŀƴŘ ǾŀƭǳƛƴƎ 
ǎƻƭŜ ǎƻǳǊŎŜ ǿƘŜǊŜ ǇƻǎǎƛōƭŜΣ ƛǎ ǊŜŘǳŎƛƴƎ 
ŎƻǎǘǎΣ ǊŜǇŀƛǊ ǘǊŀŎƪƛƴƎ ŜũƻǊǘǎΣ ŀƴŘ ƻǳǘ ƻŦ 
ǎŜǊǾƛŎŜ ǝƳŜΦ hƴƎƻƛƴƎ ŀƴŘ ǿƻǊƪƛƴƎ ǿŜƭƭΦ млл҈ 

In FY 18, add projected equipment lifespan to existing inventories based on usage and nation-
      

hƴƎƻƛƴƎ ǿƛǘƘ ǊŜǇƭŀŎŜƳŜƴǘ ƻŦ ǎƻƳŜ ŜǉǳƛǇπ
ƳŜƴǘ ƛǘŜƳǎ ŀǘ ŜƴŘ ƻŦ ƭƛŦŜ ǊŜǉǳŜǎǘŜŘ ƛƴ 
C¸мф ōǳŘƎŜǘΦ Cǳƭƭ ƴŜŜŘǎ ǇǊƻƧŜŎǝƻƴǎ ǘƻ ōŜ 
ŎƻƳǇƭŜǘŜŘ ōȅ ŜƴŘ ƻŦ C¸нл рл҈ 

Work during next couple FYõs, to find grants to fund replacement of current boat or govern-
ment surplus boat, as current military style rubber inflatable delaminating and now too costly 
to maintain. Due to low number of boat calls and available mutual aid resources, low priority 

      

tƻǘŜƴǝŀƭ ƎǊŀƴǘ ǇǊƻŎŜǎǎŜǎ ǘƘŀǘ ŀƭƭƻŎŀǘŜ 
ǎǳǊǇƭǳǎ /ƻŀǎǘ DǳŀǊŘ ŜǉǳƛǇƳŜƴǘ ǘƻ ƳǳƴƛŎƛπ
ǇŀƭƛǝŜǎΣ ƘŀǾŜ ōŜŜƴ ƛŘŜƴǝŬŜŘΦ hƴƎƻƛƴƎ 

тр҈ 

In FY 18, Purchase Quint that fulfills ISO Ladder Truck requirements for redundancy and to 
      

bŜǿ vǳƛƴǘ Ƙŀǎ ŀǊǊƛǾŜŘΣ ǊŜǎǇƻƴǎŜ Ǉƭŀƴ ƛƴ 
ǇƭŀŎŜΣ ƻōƧŜŎǝǾŜ ŎƻƳǇƭŜǘŜŘΦ ²ƛƭƭ ǊŜǾƛŜǿ 
ƻǘƘŜǊ ǊŜǎǇƻƴǎŜ ǾŜƘƛŎƭŜ ǇǳǊŎƘŀǎŜǎ ǘƻ ŀƭƛƎƴ 
ǿƛǘƘ L{h ƴŜŜŘǎΦ млл҈ 
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Goal D: Infrastructure and Technological Assets 

Objective  D.2 Maintain, extend life, improve efficiency of current buildings, and match capabilities with current and projected needs. 

Action: D.2.1 Align Station Needs with Service Delivery 

Action: D.2.2 Reduce operating costs  

Action: D.2.3 Improve Physical Workflow of Inspection Services 

Action: D.2.4 
With development and growth increasing on Dover Point Road, develop plan to determine facility 
needs and how to reallocate personnel for more effective response to this area.  

Action: D.2.5 Determine condition of hose drying tower at South End and what useful life remains 

Action: D.2.6 Assess deed and building lot for North End Station, and determine feasibility of additional parking. 

Objective Outcome Measure:  
Assess condition of stations IN FY 18 and identify major system lifespans, and develop cycle 
for repair (roofs ð 30 years, heating systems) and determine end of service life/replacement 
date for budget formulation. Develop needs matrix for budget and CIP development. 

Objective Outcome Measure:  
In FY 18, Determine/project future service needs for next 20 years based on industry guidance, 
projected City growth, and develop renovation plan for all facilities to meet projections. 

Objective Outcome Measure:  
In FY 18, Develop plan to improve insulation of apparatus bay areas for Central and South End 
Stations where high energy costs occur and enter into CIP Plan.  

Objective Outcome Measure:  
In FY 18, Assess buildings for Solar Installation for all stations to reduce electricity costs, if 
appropriate for locations. Enter into CIP. 

Objective Outcome Measure:  
In FY 18, Assess buildings for LED Lighting Installation for all stations to reduce electricity 
costs, if appropriate for locations. Enter into CIP. 

Objective Outcome Measure: 
In FY 18, Determine cost of comprehensive energy audit of all facilities for ROI of options in-
cluding rebates,  and enter into budget or CIP 

Objective Outcome Measure:  

In FY 18, Develop plan and cost projections to convert Inspection Services customer reception 
area to a two-person work station from the current one-person work station. Also, develop plan 
for improved plan review area, plan storage, and reduce general inspection office crowding. 
Input costs into CIP. 

Objective Outcome Measure:  
Determine by FY 20, what deployment of resources would be needed to cover this area, call 
volume trigger points, and then determine station programming needs and costs.  

Objective Outcome Measure:  
Determine by FY 20, if vehicle maintenance area can be included in new station or if other 
equipment can be moved to other locations leaving more space at South End available for this 
function. Inject those perimeters into B-4A. 

Objective Outcome Measure:  
By FY 19, Have Structural Engineer Review Hose tower and determine end of life. If lifespan 
short, determine if what most cost effective option is ð repair or replacement, and enter into 
CIP 

Objective Outcome Measure:  
By FY 20, Assess for feasibility of adding additional parking at North End Station, determine 
cost if able to move forward, enter into CIP 




